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The major purposes of this study were to: (a) develop a four to
six hour conflict management workshop for state agency personnel that
would be suitable, i.e., effective and useful, for dealing with work-
related conflicts; (b) conduct this workshop for selected groups of
state agency personnel; (c) determine their attitudes toward the
workshop through the use of semantic differential scales and a follow
up questionnaire; and (d) determine what they learned in the workshop
through a cognitive pretest/posttest
.
The findings of this study led to the following conclusions:
1
.
The four to six hour conflict management workshop is a
suitable, i.e., effective and useful, means of helping state agency
personnel to deal with work-related conflict.
2 . Significant increases in cognitive learning about conflict
management can occur in a one-day workshop.
vi i
3 . Cognitive learning in the one-day conflict management work-
shop is apparently not affected by sex, age, educational background,
or personal conflict style.
4. Attitudes toward the concept "Conflict" can become more posi-
tive as a result of participating in the conflict management workshop.
5 . Participants find the conflict management workshop an enjoy-
able and worthwhile experience.
6. Many participants would like to see the conflict management
workshop expanded to two days.
Although the findings of the present study are generally positive,
the conflict management workshop would benefit from further develop-
ment. This development should Include the following:
1. Greater input for participants on the content of the workshop,
especially the conflict situations that are the basis for practice.
2. More experiential ("hands-on") training techniques in place
of lecture.
3. A bibliography and other supportive materials on interpersonal
conflict management.
k. Follow-up sessions to reinforce skills.
It is recommended that this study be replicated with other groups
to validate the findings. The incorporation of a control group into
the design of the study would strengthen future findings. Follow-up
studies should also look at questions raised by internal and
external
vi i 1
variables, related to the conflict management workshop; the personal
and organizational factors that promote or discourage the use of con-
flict management skills; and the effects of the conflict management
workshop on participants' lives other than in the work setting.
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CHAPTER I
INTRODUCTION
Interpersonal Conflict
Interpersonal conflict Is a normal and useful part of the every-
day lives of individuals in the work setting. It has been defined as
any situation in which the goals, methods, or aims of two parties are
in opposition, and their solutions for resolving their differences are
mutually exclusive (Preston and Hawkins, 1979:7). Implied in this def-
inition is a win-lose dichotomy: what Rappaport (1960:131) terms a
zero-sum game, in which the interests of the two parties are "diamet-
rically opposed." A gain for one is a loss for the other, and vice
versa. Unlike the loss sustained in a competitive event, however, the
loss that results from a poorly managed interpersonal conflict leads
the loser to feel that he "is less important, has less stature, or is
less valued as a person" (Filley, 1975:5).
Unresolved, this type of conflict produces two major tensions in
each of the parties: "one concern involves the extent to which an in-
dividual wishes to meet his own personal goals, the other is the extent
to which an individual wants to maintain a relationship with another
individual or group (Seidl and Dresen, 1978:24). The effect of these
tensions, especially if allowed to fester over time, is debilitating
both to the individuals involved and to the organizations to which
they belong. Morale suffers, team work is impaired, and energy is
dissipated in a host of destructive and counterproductive ways.
2Skills Developed for Resolving Interpersonal Conflicts
There is an increasing body of evidence which indicates that,
while interpersonal conflicts are inevitable, there are skills avail-
able which can lead to their effective resolution. To this end, sever-
al models have been proposed. Some of these are the "win-win" approach;
the collaborative approach; the consensus model; "System 4T;" the
integrative approach; and the "9,9" approach.
Few individuals, however, know how to implement these models to
resolve interpersonal conflicts. As Filley (1978:63) suggests, "Power
oriented methods of dominance, submission, and bargaining are learned
and practiced in a variety of socializing processes, while problem-
solving methods appear to be underlearned as they apply to Interaction."
The idea that social interaction skills can be applied to inter-
personal conflict is not new. In The Managerial Grid (1984), for ex-
ample, Blake and Mouton describe behavior in dealing with conflict.
They suggest that such behavior has two dimensions: concern for people
and concern for production or results. These two dimensions yield five
modes or styles of dealing with conflict: forcing, confronting, compro-
mising, withdrawing, and smoothing.
More recently Thomas (1976), in a reinterpretation of Blake and
Mouton's work, describes conflict behavior in terms of assertiveness
(attempting to satisfy one's own concerns) and cooperativeness (at-
tempting to satisfy the other person's concerns). The Thomas scheme
also delineates five conflict-handling modes: competing, collabora-
ting, compromising, avoiding, and accommodating. Competing is
3assertive and uncooperative, collaborating is assertive and coopera-
tive, avoiding is unassertive and uncooperative, accooimodat i ng is un-
assertive and cooperative, and compromising is intermediate in both
cooperativeness and assertiveness.
The competing, accommodating, compromising, and avoiding modes
appear to be less than satisfactory in resolving interpersonal con-
flicts and detrimental to the achievement of organizational goals as
well (Bell, 1974; Stech and Ratliffe, 1976; Zammuto, 1979; London and
Howat, 1978; Harris, 1975; Blake and Mouton, 1978; Preston and Hawkins,
1979; Gordon, 1977). The collaborating mode, on the other hand, is an
effective means of resolving interpersonal conflict while at the same
time achieving organizational goals (Blake and Mouton, 1978; Likert,
1976
;
Gordon, 1977; Filley, 1975; Seidl and Dresen, 1978; Doyle and
Strauss, 1977).
The collaborating mode consists of behavior which is assertive in
satisfying one's own concerns and simultaneously responsive to the con-
cerns of others. The knowledge and skills needed to be able to employ
the collaborating mode competently include the ability to a) determine
problem ownership; b) communicate effectively; c) attend and respond to
the other's problem; d) change the other's behavior when it is causing
one a problem; and e) resolve interpersonal conflicts in a manner ac-
ceptable to both parties. The skills for accomplishing these goals
have been identified (Howell, I98I) and can be taught to anyone wanting
to improve his or her effectiveness in managing interpersonal con-
flict.
In summary, It is clear that interpersonal conflicts are inevi-
table. Few individuals, however, know how to deal with these conflicts
in other than power-oriented ways, which often have adverse side ef-
fects. The use of the collaborating mode, on the other hand, holds
the promise of resolving interpersonal conflicts so that both parties'
concerns are satisfied. The components of the collaborating mode have
been identified and can be learned.
Statement of the Problem
The major purpose of this study will be to determine the suitabil-
ity, i.e., the effectiveness and usefulness, of a four to six hour in-
terpersonal conflict management workshop for selected state agency
personnel, to help them cope with work-related conflict.
Specific procedures to be used in this study will include the
fol lowing:
1. Develop a four to six hour confict management workshop
to be presented to selected state agency personnel.
2. Design a format for field testing the developed conflict
management workshop.
3. Determine participants' attitudes towards their experience
with the conflict management workshop by developing a
written questionnaire, with "closed" and "open-ended'
quest i ons
.
5k. Determine participants' attitudes toward different con-
cepts presented in the conflict management workshop by
developing a semantic differential scale.
5. Measure cognitive and attitudinal changes, with regard to
conflict management, with a written pre- and posttest.
6. Analyze data to develop recommendations and assess the
suitability, i.e., the effectiveness and usefulness,
of the conflict management workshop, relative to use
in other settings.
Definition of Terms
The following terms are defined operationally and will be used in
the study.
Interpersonal conflict -- any situation in which the concerns
of two parties are incompatible and solutions for solving
their differences are mutually exclusive.
Conflict resolution — the elimination of conflict which re-
sults from the selection and implementation of a solution
acceptable to both parties.
Collaborating mode of handling conflict -- attention to sat-
isfying one's own concerns as well as satisfying those of
the other party. This is also called "integrative," "syn-
ergistic," "win, win," "problem-solving."
Problem ownership -- determining who owns the problem;
basis for deciding whether to use assertive or responsive
skills to deal with conflict.
Assertive skills -- abilities in expression of wants,
feelings, and opinions that facilitate communication
and modify behavior through confrontation.
Responsive (helping) skills -- abilities that facilitate
personal problem-solving through the use of accurate,
empathic responses.
Workshop — a group of people with a common interest or
problem who meet to improve their proficiency, ability,
or understanding by means of study, research, and dis-
cussion.
Suitability -- the extent to which the conflict manage-
ment workshop can be employed as an effective training
experience for selected state agency personnel.
The following criteria will be used:
1. Future potential of the conflict management workshop
the perceptions of the participants concerning the
general value of the workshop to themselves and
possible future participants.
2. Participants' interest and activities -- the degree
to which the workshop is interesting; the degree to
which the participants are stimulated to enroll in
7other workshops related to conflict management; the
degree to which participants are likely to recommend
the workshop to others.
3. Achievement of the stated objectives -- the extent to
which the participants acquire the concepts and skills
stated in the performance objectives of the conflict
management workshop.
4. Attitudinal change -- the degree to which participation
in the workshop effects changes in the participants'
att i tudes
.
Assumptions in Undertaking the Study
1. Respondents would react candidly and honestly to questions
concerning the strengths, weaknesses, and general value of the con-
flict management workshop.
2. Respondents would react to attitudinal instruments in terms of
their own attitudes as felt at the time of responding to the items.
Limitations of the Study
1. The purpose of this study was to determine the suitability of
a four to six hour workshop format for the in-service training of se-
lected state agency personnel in skills pertaining to the management
of work-related interpersonal conflict. The criteria upon which the
term "suitability" were established are limited to the operational
definition for suitability as used in this study.
82. The study group was composed primarily of persons in profes-
sional or management positions within the governmental structure of
the Commonwealth of Massachusetts. Any conclusions or recommendations
in the study should be viewed with this in mind.
Design of the Study
The study was exploratory in that it was an initial attempt to
determine the suitability of a four to six hour workshop format for
training selected state agency personnel in various conflict management
skills. For the purpose of the study, the workshop was presented to
five different groups. Each group had approximately 10-20 partici-
pants. The study included the following assessment procedures:
1 . Determining the participants' attitude toward the workshop :
After the participants completed the workshop, a random
sampling was asked to respond to a number of "open-ended"
and "closed" questions on a written questionnaire. The
questions related to the participants' attitude concerning
the workshop experience. The focus of these questions was
on such areas as interest, job-related value, and the con-
tent and structure of the workshop. The number and percent
of responses made for each response category was determined
and each question analyzed separately.
2 , Determining the cognitive and attitudinal changes:
A pretest-posttest quas i -experimental design was used in an
attempt to determine the cognitive and attitudinal changes
9which occurred as a result of participating in the workshop.
Participants were given two types of measurements. The first
was an achievement test based on the content objectives for
the workshop. The second measurement was a semantic differ-
ential scale. The connotative meanings which participants
attached to the concepts "Conflict," "Assertiveness," "Lis-
tening," and "One-Day Conflict Management Workshop" were
determined. These connotative meanings were related to the
traits of evaluation, receptivity, potency, and activity.
An analysis was made of the mean scores for these traits.
Treatment of the Data: a Summary . The data compiled from the measure-
ment instruments were analyzed and shown in narrative, tabular, and
graphic form, as dictated by the data encountered. This was done to
depict the findings most appropriately. The data were analyzed to
provide impersonal, objective, and anonymous responses related to
questions posed in the study.
Study Population
The study population was composed primarily of various levels of
professional and management personnel from state government in Massa-
chusetts. Participants Included personnel from the Department of Edu-
cation, the Department of Mental Health, the Department of Public Wel-
fare, the Rehabilitation Commission, and other state agencies. Of an
original study population of eighty-two subjects, complete sets of
10
data were collected for seventy-four. This represents 92 percent of
the total group. For purposes of quantitative analysis, therefore,
N=74.
Significance of the Study
The already difficult job of state agency professional personnel
has been further complicated by the passage of Proposition 2i in
Massachusetts. Although the greatest impact of Proposition 2i at this
point has been on local government units, it is predicted that state
government will also suffer its share of cutbacks, layoffs, and demo-
tions. One result may be a further decline in the morale of state
workers
.
Low morale and a reduced work force, in the face of a continuing
public demand for greater service and accountability, have created
tensions among state agency personnel which inevitably lead to con-
flicts. State agency professional and management personnel need to
learn the skills to deal with these conflicts effectively in the
shortest amount of time possible away from their jobs. The four to
six hour workshop was one attempt at meeting this need.
The workshop was designed to serve as one component of a compre-
hensive training program for professional and management personnel
working within the governmental structure of the Commonwealth of
Massachusetts. A basic function of the workshop was to provide state
personnel with new information and effective skills for dealing with
interpersonal conflict.
The literature reveals that traditional ways of dealing with
interpersonal conflict, based on authoritarian military and church
models, are becoming increasingly less effective. Using the power of
one's position to impose a solution on subordinates, for example, may
create more problems than it solves. This underscores the importance
of learning that, "'how the game is played' must take precedence over
anyone's personal need to win in such a way that others inevitably
must lose" (Stech and Ratliffe, 1976:136).
Business has recognized the need for training its professional
personnel in effective conflict management. Vast sums have been spent
to develop in-house training programs, as well as to send personnel
out to training seminars. There are obvious differences, however, be-
tween the private and public sectors, which create unique problems for
state agency professional personnel. State agencies, for example,
cannot offer profit sharing to employees in order to stimulate greater
productivity. Nor, for that matter, can the expense of training be
routinely passed on to the consumer--in this case the state's citizens.
The job security that derives from the civil service system may also
create special problems for state agency personnel with management
responsibility. Clearly, then, a conflict management workshop that
addresses itself to the unique problems of state agency professional
personnel needed to be developed and Implemented.
This investigator feels that this study answers three needs:
1. The need to develop a workshop that, in a relatively
short time (four to six hours), trains selected state
12
agency professional personnel to deal effectively with
interpersonal conflict in their work settings.
2. The need to provide an assessment as to the suitability,
in terms of effectiveness and usefulness, of the workshop
format for training professional state agency personnel
and managers in effective conflict resolution.
3. The need for public higher education institutions to expand
their work of providing relevant in-service training for
state agency personnel
.
Organization of the Dissertation
The background of the problem, the significance of the study, the
design of the study, its assumptions and limitations, and an overview
of how the dissertation is organized are presented in the first chap-
ter.
The second chapter provides a review of related research and lit-
erature organized into the following topic areas: (1) theory and de-
velopment of leadership; and (2) theory and development of grid-orien-
ted conflict-handling modes.
The third chapter discusses the planning and implementation of
the conflict management workshop and lays out its format.
A description of the methodology used in the study is presented
in the fourth chapter.
The fifth chapter consists of an analysis and presentation of the
findings of the study.
13
A summary
data collected
tion.
with conclusions and recommendations suggested by the
comprises the sixth and final chapter of the disserta-
CHAPTER II
REVIEW OF THE RELATED RESEARCH
AND LITERATURE
The major purpose of this study Is to determine the suitability
of a four to six hour workshop for training selected state agency per-
sonnel to deal effectively with Interpersonal conflict in their work
sett i ngs
.
A review of the literature related to the management of interper-
sonal conflict suggests that a combination of asserting and responding
skills is effective when applied in a manner appropriate to the par-
ticular situation. The literature also suggests that the ability and
willingness to assert and respond reflects one's style or mode of han-
dling conflict. Conflict style is, in turn, an extension of one's
overall leadership style.
This chapter deals with both an overview of the literature rela-
ted to various theories of leadership and the literature dealing with
the aspect of leadership which involves managing interpersonal conflict.
The Theory and Development of Leadership
The following sections deal with the literature related to selec-
ted definitions of leadership, leadership traits, the relationship be-
tween leadership behavior and group performance, and some modern
leadership theories.
Stogdill (1974a:5) suggests that early studies of leadership con-
cerned themselves almost entirely with theoretical issues.
15
Theorists sought to Identify different types of
leadership and to relate them to the function-
al demands of society. In addition, they
sought to account for the emergence of leader-
ship either by examining the qualities of the
leader or the elements of the situation.
The following sections present (a) definitions of leadership,
(b) leadership traits, (c) leader behavior and group performance, and
(d) some examples of leadership theory.
Definitions of Leadership
. According to Stogdill {\37^a:7)
,
"There
are almost as many different definitions of leadership as there are
persons who have attempted to define the concept." He jocularly de-
fines a leader as, "a person who is kept one pace ahead of the group
so that he will not be run over" (197^a:8). In another place, Stog-
dill (197^a:7) says that a leader is the "focus of group change, ac-
tivity, and process." According to Stogdill, then, a leader is at the
center of or out in front of a group of followers.
Knegevich (1975:81) defines leadership as "a people phenomenon.
It is a force that can initiate action among people, guide activities
in a given direction, maintain such activities, and unify efforts to-
ward common goals." Hersey and Blanchard also see leadership as "ac-
complishing goals with and through people" (1972:69).
In a definition unique for its frankness, Bundel (1930:339) des-
cribes leadership as, "The art of inducing others to do what one wants
them to do." Stogdill (197^b:2) suggests that leadership is "an aspect
of role differentiation in a group; leadership is viewed as the act of
initiating and maintaining role structure." Klimosky and Hayes (1980:
5kS) see leadership as simply, "a motivation-based influence process."
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Other writers (Tead, 1935:20; Hollander, 19614:16; Himes, I 98O:
9-10; Harris, 1975:37) also suggest that leadership has to do with In-
fluencing individuals or groups, so that they accomplish goals Impor-
tant to them and the organization.
In a definition of leadership, whose departure from the majority
appears to be more semantical than actual. Prince (1970:2) states em-
phatically that leadership "is not to get things done through people.
It is to make genuine use of people: first to discover what should be
done and next to discover how to get it done with the most satisfaction
to a 1 1 i nvol ved .
"
The common thread that runs through all these definitions of
leadership suggests that, ultimately, leadership may be defined as the
process of accomplishing goals through the interaction of a leader and
*
his or her followers.
Leadership Traits . At one time it was widely believed that a leader
was a man who possessed certain traits that were essential to effec-
tive leadership. "[T]rait theories seemed to imply an elite officer
corps of managerial talent who had inherited or acquired the requisite
characteristics" (Handy, 1976:90). These included being "emotionally
well balanced, willing to assume responsibility, ethical in conduct,
*This investigator is sensitive to the criticism of sexist wri-
ting, but has found himself unable to totally avoid traditional sexist
forms in our language. He recognizes unequivocally that the ability to
lead is not related to one's sex. Where possible, the plural "leaders
is used permitting the pronouns "they" and "their." In a few places
the use of the masculine pronoun alone has been unavoidable.
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able to communicate readily, dominant, energetic, experienced, coura-
geous, and mature" (Stogdlll, 1974a:96).
While all of these characteristics are desirable In a leader. It
is unlikely that (l) any one individual would possess all of them; or
that (2) the lack of one or more of these characteristics would dis-
qualify a person from being a leader. As Handy (1976:90) states,
"There are too many exceptions, people who do not have the major traits
but are notably successful as leaders."
Sashkln and Garland (1979:71) also found that "traits are weakly
associated with leader emergence. .. to any practically meaningful de-
gree." Knezevlch (1975:82) points out that, "Over the last 50 years
a large volume of research has consistently refuted the notion that
leadership Is an attribute of personality," and that, "Only about five
percent of the traits reported in over 100 studies appeared In four or
more studies." A recent study by Col Ions (1980:70) concludes that,
"Contrary evidence has been found for all leadership characteristics
Identi fled to date."
As if to put trait theory to rest once and for all, Gordon (1977:
16) contends that, "hundreds of studies [that] showed no trait differ-
ences between leaders and nonleaders .. .al 1 but killed the theory that
leadership was a product of certain attributes residing within all
leaders ."
While agreeing that there Is no single trait which characterizes
every leader, Stogdlll (1974a:8l-82) concludes that, "In combination.
It would appear that they [leadership traits] Interact to generate
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personality dynamics advantageous to the person seeking the responsi-
bilities of leadership."
Clearly, the idea that one or more traits is predictive of leader-
ship success is a persistent one, which continues to influence manage-
ment practice. As Handy (1976:90) observes, "In practice most mana-
gerial selection schemes work on some assumed, and often unspecified,
trait basis, i.e. what traits are most effective or most necessary in
what conditions."
Given the number of variables and the constant change inherent in
any condition, it seems impossible to know what specific traits will
be most effective at the time of hiring a manager. Furthermore, trait
theory has the effect of screening out entire groups of people who fail
to fit an idealized picture of what leaders should be like. Finally,
trait theory, by implying that leaders are born (or at least have
acquired all the characteristics of successful leadership before they
begin to lead), denies the ability of people to change.
Perhaps a more humane view is suggested by Hersey and Blanchard
(1972:69) who believe that, "most people can increase their effective-
ness in leadership roles through education, training, and development."
Leader Behavior and Group Performance . Success in leadership results
from influencing people to accomplish goals important to them and the
organizations to which they belong. Himes (1980:10) quotes Douglas
MacGregor as saying, "The manager must arrange things such that the
members of the organization can achieve their own personal goals best
by directing their efforts toward the success of the enterprise."
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This implies that leaders have a dual responsibility. They must in-
sure that both the mission of the organization is achieved and that
the needs of people who make up the organization are met. In other
words, they must be both task and people oriented. As Stogdill (197Aa:
96 ) puts it, "While highly task oriented, he [the leader] is also capa-
ble of maintaining close, friendly personal relationships."
These leadership concerns for task and personal relationships
grow out of two of the earliest schools of thought regarding organlza-
tions--scienti f Ic management and human relations.
Scientific management
.
Scientific management paralleled the
growth of American industry in the early 1900's. Its chief spokesman
was Frederick W. Taylor. As Drucker (1976:23) observes, "He [Taylor]
considered workers to be 'machines' and to be used as machines. He
wanted to put all power and control into the hands of management,
while he had deep contempt for the workingman." In the name of effic-
iency, management was to concern itself with production, without re-
gard for human needs or emotions. "The person, as laborer, became an
objectified and standardized component of the production process"
(Pascale and Athos, 1981*23).
Time and motion specialists went into factories to study how Jobs
were performed and to break them down into their separate elements,
so that superfluous effort could be eliminated. This was done to im-
prove efficiency and, thereby, productivity. Managers in this setting
were true taskmasters, and maintaining personal relationships with
their workers was the farthest thing from their minds (Taylor, 1911)*
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Even the schools of the day were infected with scientific manage-
ment and business ef f i ciency-an event which Callahan (1962:7) des-
cribes as "an American tragedy." According to Tyack and Cummings
(1977:^8-1*9) Callahan believes that
Schoolmen emulated business to save their own skins.
Vulnerable to attack from the public and especially
from their employers--the local school boards--super-
intendents adopted the lingo and practices of those
with high status in the society--bus i nessmen--and
betrayed their earlier tradition of educational ad-
ministrators as scholar-statesmen.
The human relations movement
.
The obsession with eff i ciency, and
its consequent dehumanization of the working place, gave way to the
human relations movement in the 1920's and 1930 's. Advocates of human
relations claimed that, in order to be successful, management had to
concern itself with more than technology. It had to see workers as
not mere extensions of their machines, but as human beings with emo-
tional and psychological needs. Productivity would increase, they
said, as interpersonal relationships between workers and managers im-
proved (Mayo, 19^5:23).
Managers, then, were to concern themselves not only with produc-
tivity but with the personal growth and development of their subordin-
ates. The collective goal of the organization was to be achieved in
such a way that worker needs were not sacrificed to organizational
needs
.
Together, scientific management (with its emphasis on task) and
human relations (with its emphasis on people) are the pillars upon
which the bulk of leadership theory rests, up to the present day.
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Modern Leadership Theory
. According to StogdMl ( 1 97^*3 : 128-129)
,
mod-
ern leadership theory began with C.L. Shartle organizing the Ohio State
Leadership Studies In 19^5 at a time when "nothing existed in the way
of satisfactory leadership theory." Hemphill, one of the scholars
associated with Shartle, developed a list of over 1800 Items describing
leader behavior. Eventually, the list was winnowed down to 150 Items
which became the basis for the Leader Behavior Description Question-
naire (LBDQ) . "Several factor analytic studies (Halpln and Winer,
1957 ) of item Intercorrelation produced two factors identified by
Hemphill as Consideration and Initiation of structure in interaction ."
Halpin (1959:^) describes initiating structure as, "the leader's
behavior in delineating the relationship between himself and members of
the work-group and in endeavoring to establish well-defined patterns of
organization, channels of communication, and methods of procedure."
Consideration is defined as "behavior indicative of friendship, mutual
trust, respect, and warmth in the relationship between the leader and
members of his staff."
These two separate and distinct dimensions, then, came out of the
Ohio State Leadership Studies. For the first time, leader behavior
could be described as any mix of both dimensions...
leader behavior was first plotted on two separate
axes rather than on a single continuum [and] four
quadrants were developed to show various combina-
tions of Initiating Structure (task behavior) and
Consideration (relationships behavior) ... [Hersey
and Blanchard, 1972:7^1-
The importance of the Ohio State Leadership Quadrants (Figure l)
cannot be overestimated. In one way or another, they have influenced
every major model of leadership theory in use today. Their importance
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is especially noteworthy in the work of Fiedler (196?), House (I98I),
Hersey and Blanchard (1972), Blake and Mouton (1978a), and Likert and
Likert (1976).
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Figure 1. The Ohio State Leadership
Quadrants
.
The remainder of this section will deal with some of the ideas
of these writers with regard to leadership.
Contingency theories. Several decades of research have produced
the contingency approach to the study of leadership. Stogdill (1974a
21) defines the contingency approach in the following way: "The
ef-
fectiveness of a given pattern of leader behavior is contingent upon
the demands imposed by the situation." In other words, a
leader's
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success depends on (l) the conditions present in a given situation,
and ( 2 ) the leader's ability to adjust his or her style to meet those
conditions. Many theories have been advanced using the contingency
approach (Fiedler, 1967; House, 1971; Bass, 197^; Wynne and Hunsaker,
1975; Osborn and Hunt, 1975).
Of the many contingency theories, the contingency model of Fiedler
( 1967 ) deserves mentioning in two respects: (a) It Is one of the most
widely researched theories, having an empirical background extending
over two decades; and (b) It is one of the most controversial of all
leadership theories.
According to Fiedler's theory, whether the conditions in a par-
ticular situation are favorable or unfavorable to a leader depends on
three things: (1) group atmosphere, (2) position power, and (3) task
structure. "Group atmosphere is assumed to be the most Important of
these three aspects of the si tuation. .
.
[i t] is the leader's evaluation
of the members' reaction toward him and his reaction toward' the role
of leader" (Graen, et al., 1970:285). Position power has to do with
the degree of authority that followers perceive their leaders to have.
Can they make decisions or must they check with those higher up in the
organizational hierarchy? What control do they have with regard to
meting out tangible rewards and punishments to their followers? Final-
ly, task structure is favorable or unfavorable to leaders. Is it some-
thing new, or is it a routine task, performed successfully many times
in the past?
Leaders, then, would be most likely to succeed if they were in a
situation where they were (1) well liked by their followers, (2) given
2h
the scores of ten different bipolar-adjective scales, a leader's rating
of his or her least preferred co-worker could fall anywhere on a con-
tinuum from 8 to 80. The closer a leader is to 80 in rating his or
her LPC, the more people and interpersonal relationship-oriented he or
she is. On the other hand, the closer he or she is to 8, the more
task-oriented he or she is.
It is important to determine whether a leader is task or relation-
ship oriented, because in very favorable and in very unfavorable situ-
ations greater productivity is associated with the task-oriented lead-
er. On the other hand, in situations intermediate in favorabi 1 i ty
,
the relationship-oriented leader is associated with more productive
groups (Fiedler, 1967:169).
Because one's basic leadership orientation, with its links to
personality and motivational structure, is difficult to change, Fied-
ler recommends changing the s i tuat i on
,
to enhance group performance
(Graen et al., 1970:287; Fiedler and Mahar, 1979:^6). Supposedly,
this could be done by (l) improving leader-follower relationships,
(2) increasing the leader's position power, and (3) more clearly de-
fining the task. As a result of this approach, "leaders are able to
modify their leadership situation to a degree sufficient to increase
their effectiveness" (Fiedler and Mahar, 1979:61).
Another solution implied is to place task-oriented leaders only
in highly favorable or highly unfavorable situations and relationship-
oriented leaders in moderately favorable or in moderately unfavorable
situations. Obviously, this somewhat ideal solution is not always
aval lable.
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considerable discretion and authority by their superordinates, and
(3) directing a clearly defined, simple, routine task. Conversely,
leaders who were (1) unliked by their followers, (2) given little power
or authority, and (3) directing a complicated, unstructured task,
would be very unlikely to succeed.
The contingencies of a given situation, however, are not the only
factor affecting successful leadership. The orientation of the lead-
er, that is, "whether he or she is primarily motivated by task accom-
plishment or by good interpersonal relations..." (Fiedler and Mahar,
1979:45) can also influence leader success.
To determine whether a leader is task or interpersonal relations
oriented, Fiedler developed an 1 nstrument--Least Preferred Co-Worker
(LPC)—which "asked the respondent to think of the person with whom
he can work least well, and to rate this person on a number of 8-
polnt bipolar-adjective scales" (Graen et al., 1970:286). For example,
a leader might rate his or her LPC on "cooperativeness." Figure 2
shows an 8-point bipolar-adjective scale for cooperativeness.
Uncooperat i ve Cooperat i ve
1 2 3 4 5 6 7 8
Figure 2. 8-point bipolar-adjective scale for coopera-
t 1 veness
.
According to Graen et al. (1970:286), "The task-oriented person
tends to give his least preferred co-worker a more negative evaluation
than the relationship-oriented person." If, for example, one added up
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One problem wi th Fiedler's model is that it describes leadership
as an "either/or" proposition. Leaders are placed on a continuum from
task-oriented to relationships-oriented. They concern themselves
either with getting the job done or with the needs of their followers.
This is illustrated in Figure 3.
Task-oriented style Relat ionsh i ps-or i ented
considerate style Task-oriented style
Favorable
Leadership
Situation
Situation intermediate
in favorableness for
leader
Unfavorable
Leadersh
i
p
Si tuation
Figure 3. Leadership style related to situations by Fred E.
Fiedler.
In fact, successful leadership must be both task and relationships-
oriented. Thus, leaders with a high task orientation are not necessar-
ily low in their people orientation, nor, for that matter, are high
relationships-oriented leaders necessarily low in their task orienta-
tion.
Graen et al. (1970:285) appear to agree that Fiedler may be off
target: "evidential probabi 1 1 ty. .. casts grave doubts on the plausibili-
ty of the contingency model." Another writer, Vecchio (1977:205),
questions the validity of Fiedler's contingency concept on the basis
of sample size and genera 1 i zab i 1 i ty to all leadership situations.
The care with which Vecchio conducted his study adds credence to
his findings. He states.
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...3l1 precautions advocated In the relevant lit-
erature were taken in the present study. By com-
parison to all other attempts to validate the
model, the present study is the only one to
strictly meet all guidelines. Therefore, the
results of this study, a careful examination of
all octants, cast serious doubt on the validity
of the Contingency Model as it is presently
understood (Vecchio, 1977:203).
Perhaps part of the problem with the contingency model is that
leaders, if they are going to apply the appropriate leadership style to
the situation, must accurately diagnose situational variables. Argyris
(1957:8) sees all kinds of obstacles to doing this:
(1) barriers of secrecy between formal and in-
formal aspects of organizations; (2) distorted
upward and downward communication; and (3) apa-
thetic, disinterested, 'double loyal,' employees
who adapt to conflict, frustration, and failure
by 'not giving a damn...'
The number of situational variables implied in Argyris' statement
would appear to make a truly accurate assessment of a given situation a
very formidable task for a leader. Given unlimited time (as well as
other resources) to analyze a situation, it may be reasonable to
assume that good leaders would be equal to this task--at least much of
the time--and could adjust their leadership style accordingly. The
fact of the matter, however, is that, while situations and variables
within situations may be infinite, leader time is definitely finite.
This inverse relationship dramatically reduces the probability that a
leader will accurately diagnose a given situation. Thus, the choice of
an appropriate leadership style must almost inevitably be based on par-
tial, often inaccurate data. The risk of basing one's leader behavior
on such data is self-evident.
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Fiedler, himself, is not entirely unaware of the problems with the
contingency model. In a recent article (Fiedler and Mahar, 1979), he
suggests that a leader's predominant style should be determined, and
then he or she should be "matched" with a group that fits his or her
style. Implied in this approach, however, is a "static view of organ-
izations [which] minimizes the likelihood of improvement beyond that
realized by selecting an appropriate leader" (Likert and Likert, 1976:
no).
Another contingency theory, the "path-goal" theory of leadership
was originally stated by House (1971) and later extended by House and
Dessler (1974). It suggests that leaders are successful to the extent
that they can influence subordinates' motivation, ability to perform
effectively, and satisfaction. The theory is called path-goal because
its major concern is with the leader's Influence on the subordinate's
perceptions of his or her work goals, personal goals, and goal attain-
ment. The path-goal approach is derived from the more general expec-
tancy theory of motivation.
The major independent, moderator, and dependent variables of the
path-goal theory have been defined by House and Dessler (1974:40-54).
The major independent variables are "Instrumental" and "Supportive"
leader behavior. Instrumental leader behavior is "directed at clari-
fying [role] expectations, assigning specific tasks, and specifying
procedures to be followed." Supportive leader behavior is "character-
ized as friendly and approachable and considerate of the needs of sub-
ord i nates .
"
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The moderator variable is defined as "Task Structure." Task
structure refers to "the degree to which the task... and execution rules
and procedures are simple, repetitive, and unambiguous." Dependent
variables are "Role Clarity" and "Job Satisfaction." Role clarity re-
fers to the "degree to which subjects see their role demands as predic-
table and unambiguous." Job satisfaction is the degree of contentment
with "opportunities for. . .chal lenging and meaningful work" and with
"pay, advancement. . .and the social environment [peers and supervisors].”
Based on their theory. House and Dessler (197^:^0-41) hypothesize
that, "the lower the task structure [the more unstructured the task]
the higher will be the relationship between instrumental leader behav-
ior and the dependent variables" and the lower will be the relationship
between supportive leader behavior and the dependent variables. Figure
4 illustrates path-goal theory as it relates to leader behavior, with
task structure as the moderating variables.
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Figure 4. Path-goal theory related
to task structure by Sandro Ingari.
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As is shown in the lower, right-hand quadrant, when the task is
unstructured, leader behavior is low supportive and high instrumental.
As the task becomes more structured, leader behavior is both high sup-
portive and high instrumental, as illustrated in the upper, right-hand
quadrant. The upper, left-hand quadrant shows that the increasing
structure of the task (through repetitiousness) calls for the leader to
maintain high supportive behavior but to decrease his or her instrumen-
tal behavior. Finally, when the task is highly structured, leader be-
havior is both low supportive and low instrumental. This is shown in
the lower, left-hand quadrant.
A test of House and Dessler's hypothesis on the moderating effect
of task structure was conducted by Schriesheim and Schriesheim (I 980 ).
They found.
No support ... for the moderating effect of task
structure, despite multiple analysis and large
and statistically significant differences in
moderator variables: Instrumental leadership ob-
tained few significant correlations with cri-
teria regardless of task structure, and suppor-
tive leadership was strongly related to criter-
ia at all levels of task structure.
Schriesheim and Schriesheim (1980:363) conclude that, "task
structure did not moderate the relationship between leader behavior and
subordinate satisfaction and role clarity." One of their findings,
however, does provide "very limited support" for the path-goal theory.
As suggested by the theory, "supportive leader behavior appears to be
an Important variable--it obtained consistently strong relationships
with the dependent variables at all levels of the organization."
Thus,
it appears (at least as far as role clarity and job satisfaction are
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concerned) that supportive leader behavior is effective regardless of
the nature of the task.
Task is only one of the variables that Hersey and Blanchard
(1972:81-82) deal with in their contingency model. Based on the two
axes of "Relationships Behavior" and "Task Behavior," they develop
quadrants which define four basic leadership styles: high task and low
relationships, high task and high relationships, high relationships
and low task, and low task and low relationships. These leadership
styles are illustrated in Figure 5.
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Figure 5. Four basic leadership
styles by Paul Hersey and Kenneth H.
Blanchard.
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Background and experience develop in the leader a predilection
for one of these four styles. According to Mersey and Blanchard
( 1972 : 82 ):
As an individual matures he develops habit pat-
terns or conditioned responses to various stimuli...
An individual begins to behave in a similar
fashion under similar conditions. This behavior is
what others learn to recognize as that person, as
his personal ity . They expect and can predict cer-
tain kinds of behavior from him.
In the context of leader behavior, we are con-
cerned about the portion of the total personality
of an individual that we will call his leader per-
sonal ity .. .The leader personality, or style, of an
Individual in directing the activities of others.
The pattern generally involves either task behavior
or relationships behavior or some combination of
both. .
.
Reading the above might lead one to conclude that Individuals de-
velop a rather rigid and predictable leadership style, which is as
susceptible to change as any other aspect of one's personality. One
is hardly prepared for the kind of quadrant-hopping-at-will implied in
what Mersey and Blanchard call the "effectiveness dimension."
After stating that "the effectiveness of a leader depends on how
his leader personality interrelates with the situation in which he op-
erates," Mersey and Blanchard (1972:83) conclude that a third dimension,
effectiveness, should be added to the task and relationships dimensions.
The result is illustrated in Figure 6.
In what appears to be a paradox with their previously stated con-
cept of "leader personality," Mersey and Blanchard (1972:83) suggest
that effective leaders are those who can vary their leader personality,
i.e., adjust their task and relationship behaviors to fit the necessi-
ties of a particular situation. Thus, the most successful leaders will
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be individuals who, "habit patterns and conditioned responses" aside,
are able to analyze a situation and apply the appropriate leadership
style: high relationships and low task, low task and low relationships,
high task and low relationships, or high task and high relationships.
Figure 6. Task, relationships, and effec-
tiveness dimensions by Paul Mersey and Kenneth
H. Blanchard.
The leader, however, who lacks the flexibility implied in this
approach can console himself or herself with the fact that, "the dif-
ference between the effective and the ineffective styles is often not
the actual behavior of the leader, but the appropriateness of this
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behavior to the situation in which it is used" (Mersey and Blanchard,
1972:84). Effective leadership, then, is a fortuitous blend of the
right leadership style with the right situation. As Mersey and Blan-
chard (1972:84) conclude:
This is an important point because theorists
and practitioners who argue that there is one
best style of leadership are making value judg-
ments about the stimulus [leader behavior],
while those taking a situational approach to
leadership are evaluating the response [situa-
tion] ... rather than the stimulus [leader be-
havior]
.
In other words, according to Mersey and Blanchard, there is no
wrong leadership style. A leader who is ineffective has simply en-
countered the wrong situation. The ideal, however, remains the leader
who is able to adjust his or her style to fit any situation.
Fiedler (1967) suggests that any situation can be analyzed on the
basis of three variables: leader-member relations, leader position
power, and task structure. Mouse and Dessler (1974) see task structure
as the moderating variable in a situation. Mersey and Blanchard (1972:
134 ) define a situation in terms of the Life Cycle Theory. The appro-
priate leadership style is determined by the maturity of the followers
in terms of "achievement motivation, the willingness and ability to
take responsibility, and task-relevant education and experience."
Keeping these criteria for maturity in mind, an immature group of
followers requires the leader to adopt behavior that is high task and
low relationships. As the group matures the leader's behavior becomes
first high task and high relationships, then high relationships and
low task. Finally, with the fully mature group, the leader's behavior
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is low task and low relationships. The leader's behavior with the
most immature group is characterized by "tel 1 ing"-close, authoritari-
an supervision. With the most mature group, the leader's behavior is
characterized by "delegating"--supervision is minimal and the group de-
cides how the task will be accomplished. It all depends on whether or
not "one's followers progress from immaturity to maturity" (Mersey and
Blanchard, 1972:135).
Thus, according to Himes (1980:11), another advocate of situation-
al leadership, "the ideal leadership style utilizes all leadership
styles to the best advantage. This means that the situation probably
will determine the style used." In other words, leader behavior is a
reaction to group behavior. Specifically, a reaction to the maturity
or Immaturity of the group.
The problems with Mersey and Blanchard's situational approach are
similar to both Fiedler's and House and Dessler's contingency models
or, for that matter, any contingency model. First, the leader must be
able to analyze the situation. In the case of Mersey and Blanchard's
model, this means determining the level of maturity or immaturity of a
group based on three criteria: achievement-motivation, the willingness
and ability to take responsibility, and task-relevant education and
experience. The complexity of analyzing an individual, let alone a
group, is enormous. Time pressure only adds to the difficulty. The
resulting judgment about group maturity, then, can be "little more than
subjective calculation" (Blake and Mouton, 1978a: 128). Granted, there
are many times when a leader must make decisions on the basis of limi-
ted and often inaccurate information. To choose this approach as one's
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modus operand!
,
however, makes effective leadership a matter of
chance.
Furthermore, implied in the term leadership is the idea that
leaders lead. They should be pro-active rather than reactive. In
situational leadership, it is the group (followers) who by their ma-
turity or immaturity determine the behavior of the leader. One might
say that the tail wags the dog.
Finally, situational leadership hinders change. The likelihood,
for example, that an immature group will become more mature as a re-
sult of being led by a high task and low relationships leader--a style
characterized by authoritarianism and close supervi s ion-- i s nil. As
Finch (1977:293) states, the high task and low relationships leader-
ship style is "inimical to the healthy growth and development of indi-
viduals, groups, and organizations."
The preceding section attempted to show that such contingency
theories of leadership as Fiedler's (19^7) "Least Preferred Co-Worker,"
House and Dessler's (197^) "Path-Goal," and Mersey and Blanchard's
( 1972 ) "Situational Leadership" approach are all of questionable effec-
tiveness. The following section will look at an alternative to these
and other contingency theories of leadership: the one best style
theory.
The one best style theory . Is there a one best style of leader-
ship to be practiced regardless of most situational or external vari-
ables? The possibility is suggested in the work of McGregor (I960,
1966 ). He postulates two types of organizational 1 eadersh i p--Theory X
and Theory Y. Theory X assumes that people are lazy and resistant to
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organizational needs. The Theory X leader, therefore, uses power to
force subordinates to meet organizational goals. Theory Y, on the
other hand, assumes that people are motivated and want responsibility.
The Theory Y leader, therefore, arranges conditions so that subordin-
ates can fulfill their own needs while working toward the achievement
of organizational goals. Argyris (1957, 1962, 196^*) seems to concur.
He suggests that organizations will be most effective when their
leaders provide the means whereby followers can make creative contri-
butions to the organization, in the process of meeting their own needs
for growth and self-expression. This is similar to what Likert (1961,
1967 ) describes as System k.
In System ^ leaders act in such a way that they are perceived by
their followers as being supportive of their efforts and concerned for
them as people. They use a participative leadership style to involve
their followers in the decision-making process. They concern them-
selves equally with task performance and the personal welfare of their
followers, while creating an atmosphere where responsible decision-
making and personal initiative are encouraged.
The work of McGregor, Argyris, and Likert is brought to culmina-
tion by Blake and Mouton (196^4, 1978a). They conceptualize a model for
leadership which they call the Managerial Grid . The grid is based on
two axes: "Concern for People" and "Concern for Production." Leader-
ship characterized as low on both axes is called "Impoverished Manage-
ment." High concern for people accompanied by low concern for produc-
tion is labled "Country Club Management." High concern for production
and low concern for people leads to "Authority-Obedience" management.
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Leadership behavior which is characterized by high concern for produc-
tion ^high concern for people is defined as "Team Management."
This is what Blake and Mouton consider the one best style of leader-
ship. This style of leader, according to Stogdill (197l4a:22), "devel-
ops followers committed to accomplishment of work, whose sense of inter-
dependence through a common stake in the organizational purpose leads
to relationships of trust and respect."
Blake and Mouton add a fifth style to the original four basic
leadership styles which they describe as "Organization Man Management."
The five styles with capsule descriptions are illustrated in Figure 7.
The leader using the 1,1 "Impoverished Management" style is with-
his or her followers and pays only enough attention to task
within the organization. He or she
assigns subordinates whatever tasks must be done
and gives them more or less full discretion in
completing them. [But] this is more abdication
than delegation. .. [He] avoids interfering not for
the reason that others need the opportunity to be
autonomous and to learn from their own efforts,
but out of his own lack of involvement.
[He] occupies his position in only a superfic-
ial way. His approach is to do whatever needs
to be done to keep from losing his position. He
passes like a shadow over the ground, leaving no
permanent mark on the organization of which he
is a member. Neither does the organization leave
its mark on him (Blake and Mouton, 1 978a : 62-63)
.
The 1,9 "Country Club Management" leader is so interested in hav-
ing a good relationship with his or her followers, that he or she prac-
tically Ignores production. He
sees his work group as 'one big happy family.'
He is likely to go overboard for 'togetherness,'
not to perform tasks, but for social b i 1 i ty . He
feels this can avoid reduction of productivity.
drawn from
to survive
Concern
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People
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Figure 7. The Managerial Grid by Robert R. Blake and
Jane S. Mouton.
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because one member will help another who is feel-
ing poorly or has fallen behind.
Meetings are also occasions for getting togeth-
er but they don't start until 'everyone is pres-
ent,' indicating their social importance. When
topics are avoided because they might imply work
pressure or criticism of a person, meetings con-
tinue to be unimportant to organization tasks.
Under these conditions people are not antiproduc-
tion in the sense of actively resisting, but be-
cause of the lack of Interest in their manager,
they tend to become less and less involved in
their work itself (Blake and Mouton, 1978a:43).
The motto of leaders using 5,5 "Organization Man Management" is
"don't make waves." They expend most of their energy trying to main-
tain the status quo. Whether they are aware of it or not, they use a
contingency approach to leadership (Blake and Mouton, 1978c:25),
responding to the variables in particular situations.
Many ways of moving forward, always in step
with others and never in the lead, typify this
[5,5] approach. It stays within the bounds of
what everyone is doing as the ultimate criterion
for appropriateness or pertinence. This amounts
to a philosophy of gradual i sm
,
where change is
by improvisation or by trial and error, not by
goals-oriented direction or by experiment. The
result is not chaotic, nor is it coherent. It
is more likely to be conformity-centered and to
come out piecemeal and makeshift.
According to this line of thinking, a manager
does not command or d i rect to get the job done
so much as he mot i vates and commun i cates . He
avoids exerting formal authority. His approach
is to request and to sell in order to get people
to want to work.
...His goal is to avoid 'pushing' beyond what
they [subordinates] are ready to agree with...
...He scales production down to what people
are prepared to accept .. .Th i s compromising of
needs, is a balancing act, giving up some of one
to get some of the other .. .Acceptab 1 e production
is possible without unduly disturbing people...
This is the hallmark of a 5,5 approach, which is
not to seek the best position for both production
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and people ('that would be too ideal'), but to
find the position that is in between both, about
halfway (Blake and Mouton, 1978a
: 76-77)
.
In writing about the 5,5 leadership style. Hall (1968:2) con
eludes that such an approach
...may lead to some serious consequences for the
organization and individuals such as: inconsistent
leadership style; in-group discontent when one in-
dividual is observed being treated differently
from others; frustration because of lack of predic-
tability of leadership style; and the very real
possibility that inaccurate 'readings' may be re-
acted to as fact and go unconfirmed as to what in-
dividuals want or need. All these points would
appear to complicate any 'reactive' approach to
leadership practices.
Unlike the 5,5 style of leadership, there is nothing in between or
halfway about the 9,1 "Authority-Obedience" style leader. This indi-
vidual combines a maximum concern for production with a minimum concern
for people and their needs. This style is often characterized by the
abuse of power and the use of force to gain compliance from followers.
Blake and Mouton (1978a: 17) suggest that this type of leader feels
"free to drive himself and others in line with the ethic that 'results
are what counts.' Whenever a contradiction exists between people and
production, it is resolved at the expense of people."
...His determination to overcome obstacles and
overpower opposition is seen as headstrong, yet
his performance results are likely to be on the
plus side, particularly for the short term.
The relationship of a boss to a subordinate is
along lines of authority and obed i ence . The man-
ager may exercise authority over the smallest de-
tails of the activities of subordinates, who are
obligated to obedient compliance. Power of hier-
archy is not to be questioned. Lines of accoun-
tability and responsibility are to be adhered to
(Blake and Mouton, 1978a: 17).
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When authority-obedience style leaders are thwarted in their at-
tempts to impose their will on followers, they may become angry and
punitive. The consequences for the non-compl iant subordinate may range
anywhere from mild sarcasm to dismissal.
A study by Szilagyl (1980:195) suggests that, "perceived punitive
leader behavior acted as a source of causation for subordinate work
dissatisfaction." Sims (1980:136) also concludes that "punitive be-
havior is not likely to be effective as an overall pattern of manageri-
al behavior for influencing employees."
In commenting on the 9,1 "Authority-Obedience" approach, Cobb and
Margulies (1981:52) state that, "Authoritarian leadership removes power
from subordinates, thereby surpressing participation, collaboration,
and the upward flow of Influence..." The resulting isolation for the
leader may lead to diminished productivity for the organization.
The futility of the authoritarian approach is suggested by
Kotter (1979:15):
Trying to control others solely on the basis of
power associated with one position simply will
not work— first, because managers are always
dependent on some people over whom they have no
formal authority and, second, because almost no
one in modern organizations will passively ac-
cept and completely obey a constant stream of
orders from someone just because he or she is
the ' boss .
'
Clearly, this style is antithetical to good interpersonal rela-
tionships within the organization. In terms of productivity, the 9,1
"Authority-Obedience" approach does appear to yield positive results,
but only for the short term. Furthermore, one can only guess
at the
price 9,1 leaders pay in personal terms for employing "a
leadership
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style that depends heavily on coercive power [and] will require you to
maintain a rather consistent attitude of suspicion and distrust"
(Gordon, 1977:257). Their survival literally depends on their never
their q^^td down. The moment they do, they are vulnerable.
As an alternative to the 9,1 "Authoritarian-Obedience" approach
and the other leadership styles already mentioned, Blake and Mouton
proffer the 9,9 "Team Management" approach. This style integrates a
high concern for production or task with an equally high concern for
the needs of people. "It is goal -or iented and seeks to gain results
of high quantity and quality through participation, involvement, com-
mitment, and conflict solving" (Blake and Mouton, 1978a: 12).
...When people are oriented towards achieving
concrete, specific goals they understand and agree
with, their behavior becomes more orderly, meaning-
ful and purposeful. The assumption is that when
Individuals who must coordinate their activities
are aware of organization purposes and of their
real stakes in productivity, then it is possible
to rely on self-control and self-direction. With
effective leadership, individuals can mesh their
efforts in an interdependent way.
Direction and control are achieved first by
pursuing understanding and agreement concerning
organization purpose and how to contribute to it...
[T]hose who are involved in the overall effort
participate in creating the conditions under
which full production can be accomplished. Such
action can result in self-control geared to or-
ganization goals in the autonomous regulation of
action (Blake and Mouton, 1978a:96).
The need for this type of worker sel f-regul at ion , as opposed to
regulation by some external authority, increases in proportion to the
complexity of the organization. As Davis (1980:11) suggests.
In advanced technical systems, the most a manager
can do is ask the employee to use his best judg-
ment in situations he is likely to understand
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better than the manager does. Thus, advances in
technology.
. .confound the principles by which our
organizations have been designed traditionally.
Both Yager (1960:61) and Ouchi (1981:43) concur that the tradi-
tional design of organizations, based on a hierarchical authority
structure, is becoming increasingly less viable and needs to be re-
placed by leadership which seeks productivity through teamwork and
decision-making by consensus.
As Blake and Mouton (I978a:97) state
. . .9,9-oriented managers make significant use of
teamwork. The essentials for reaching sound de-
cisions are present when all the data and perspec-
tives for defining a problem are available and
utilized. When those who share responsibility
for specific outcomes pool information and judg-
ment, the full complexity of the situation is more
likely to be comprehended. Then the implications
of alternate solutions can be addressed through
shared thinking, and decisions of high quality
have the greatest possibility of being reached.
While there is substantial evidence to show that organizations
whose leaders employ a 9,9 "Team Mangagement" approach achieve most
(Foy, 1980:76), not all leadership theorists believe that a consistent
"Team Management" style is attainable or even desirable. Mersey and
Blanchard, for example, state that "the desire to have a single ideal
type of leader behavior seems unrealistic" (1972:79). For Kerr et al.
(1974:63) the prospect is almost too good to be true. "It seems an
oversimplification to claim that the effective leader needs 'merely'
to behave in a highly considerate and structuring manner." Bernadine
and Alvares (1976:90) are also skeptical.
Direct investigations of the two-dimensional theory
of effectiveness should also be pursued with par-
ticular emphasis on the effects of different
situationa] variables and different organiza-
tional levels in moderating this simplistic
theory of leadership effectiveness.
What is simplistic for one group of researchers appears to be com-
plex for another. A study by Larson et al. (1976:638) claims to have
evidence to support, "rather than the relatively complex hi-hi [Team
Management] paradigm, ...a simple variable prediction model consisting
of consideration in some cases and structure in others." It would seem
that we have come full circle and returned again to the contingency
theories discussed earlier in this section.
Blake and Mouton (1978b:7), themselves, list the following reasons
why contingency theorists reject the exclusive use of the 9,9 Team
Management style:
1. insufficient time
2. lack of subordinates' competence to participate
3. wastefulness of involving others
4. mistaken notion that 9,9 is a static as contrasted
with a dynamic approach to supervision
For Blake and Mouton, "each of these [reasons] is subject to man-
agement and is therefore no basic justification for shifting behavior
to make it 'fit the status quo." In other words, when one takes a
long-range view of organizational and people development, these objec-
tions of the contingency theorists tend to evaporate.
One problem which is not so easily dismissed is raised by Bernar-
dine and Alvares (1976:85): "The grid theory, despite the grandiose
claims by its authors, has been subjected to very little empirical
testing." In all fairness, the same is true of other leadership
theories. Even Stogdill (1974a: 16) decries the fact that "there is
little agreement as to the meaning of the concept [of leadership] and...
little exists in the way of unifying theory." Miner (1975) goes so
far as to suggest that the concept of leadership itself has outlived
its usefulness and should be abandoned in favor of some other concept.
The problem (and the ensuing exasperation of some researchers) may
stem from the conceptual nature of leadership theories. Theories are,
after all, merely generalizations drawn from particular instances.
This might explain why, for almost every study that supports a specific
theory of leadership, there is an equally convincing study which ques-
tions the theory's validity. This is reflected in Handy's statement
that "of six available studies, four report no difference in productiv-
ity between the styles, one reports the structuring style to be more
effective, and one reports the supportive style to be more effective"
( 1976 : 93 ).
Handy's observation, as well as criticism leveled specifically at
Blake and Mouton's "Team Management" concept, may result from the de-
sire on the part of both researchers and practitioners to see instan-
taneous improvement in both leader-follower relations and productivity.
In other words, their view may be too short-term. As Fox (1977:21)
observes
:
Few studies have allowed for the likelihood of
delayed impact of positive changes in leader
behavior upon subordinate behavior, or for the
likelihood that negative changes will produce
short-term positive impacts preceding more
durable negative ones.
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As the chief proponents of the one-best-style theory of leader-
ship, Blake and Mouton would no doubt agree with Fox's assessment.
In fact, with regard to the 9,9 "Team Management" style, they state
quite emphatically that.
There should be no question about which leader-
ship style is the most effective. It's that of
the manager wiiom we call in the terminology of
the Managerial Grid, a 9,9 team builder (Blake
and Mouton, 1978c:24).
It should be noted, however, that nowhere do Blake and Mouton
claim that the "Team Management" style of leadership is a quick fix.
On the contrary, Blake and Mouton believe, as does Fox (1977), that
follower behavior changes gradually as a result of the 9,9 leader's
continuous and prolonged effort— effort characterized by a concern for
both production and people.
The difficulty of implementing this style of leadership is sugges-
ted by Bennis (1973:526) when he states that
...the spirit of inquiry implies a confrontation
of truth that may not be 'satisfying' and a defer-
ral of gratification that may not, in the short
run be 'efficient.' However, this is the chal-
lenge that must be met if organizations are to
cope better within their increasingly complicated
envi ronments
.
This kind of open, confronting, problem-solving approach is what
"Team Management" is all about. It is unquestionably the most diffi-
cult and time consuming leadership style to implement--especial ly in
the short run. To concern oneself not only with production but equally
with the needs of people is an extraordinary challenge. It is an ef-
fort warranted only by the prospect of the most positive results. The
^7
kind of results, for example, that Thambain and Wi lemon (1977:86)
report
:
The project manager can influence the climate of
the work environment by his own actions. His con-
cern for project team members, his ability to in-
tegrate the personal goals and needs of project
personnel with project goals, and his ability to
create personal enthusiasm for the work itself
can foster a climate which is high in motivation,
work involvement, open communication, and result-
ing project performance.
Katz and Georgopoulos (1973:13^) also suggest that the leadership
style characteristic of "Team Management" has produced results that
"have been spectacular in the improvement of productivity and morale."
And, in a study of Israeli foremen, Fleishman and Simmons (1970:171)
found that "the leadership pattern which combines higher consideration
and structure is likely to optimize a number of effectiveness criteria
for a variety of supervisory jobs."
Likert (1961:7; 1976:183) has found similar results, as has Harris
(1975:37). Handy (1976:92) says that there is evidence which shows
that behaviors characteristic of the 9,9 leader "are related to subord-
inate satisfaction; are related to lower turnover and less group con-
flict; [and] are often preferred styles of subordinates." Finally,
Stogdill (l97Aa: 395-96)
,
after reviewing twenty-five studies relating
subordinate satisfaction and performance to leader behavior, concludes
that "several studies indicate that consideration and structure inter-
act to Influence productivity and satisfaction. The most effective
leaders tend to be described as high on both scales." (Underlines
mine.)
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Perhaps, then, it is with some justification that Blake and Mouton
(1978c: 25) claim that
The 9,9 team builder leadership style is the one
most positively associated with productivity and
corporate profitability, career success and sat-
isfaction, and with physical and mental health.
Summa ry . This section looked at some definitions of leadership, the
theory of leadership traits, leader behavior, as it relates to group
performance, and some examples of modern leadership theory, including
some contingency models and the one-best style theory.
In the following section, grid-oriented interpersonal conflict
management style is discussed as an extension of, or looked at another
way, as a component of one's overall leadership style.
Grid-Oriented Conflict Management Styles
This section first discusses conflict as an interpersonal phenom-
enon, then several grid-oriented models for dealing with conflict are
presented and related to individual conflict management styles.
Conflict occurs in all human organizations. It is a catalyst for
change (Smyth, 1977:253), and without it organizations as we know them
would become stagnant and die. As Labovitz (1980:30) observes, "Con-
flict leads to change, change leads to adaption, and adaption leads to
survival .
"
Conflict has been associated with increasing creativity, satisfac-
tion, performance and effectiveness (Smyth, 1977:225; Rahim and Bonoma,
1979:1325; Berlew, I 98O) and with enhancing relationships (Frost and
Wilmot, 1978 : 172 ). Walton (1969:5) contends that
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a moderate level of interpersonal conflict may
have the following constructive consequences:
First, it may increase the motivation and energy
available to do tasks required by the social
system. Second, conflict may increase the in-
novativeness of individuals and the system be-
cause of the greater diversity of viewpoints and
a heightened sense of necessity. Third, each
person may develop increased understanding of
his own position, because the conflict forces
him to articulate his views and to bring forth
all supporting arguments. Fourth, each party
may achieve greater awareness of his own iden-
tity. Fifth, interpersonal conflict may be a
means for managing the participants' own inter-
nal conflicts.
Clearly, then, conflict is inevitable (Lawrence and Lorsch, 1967),
normal, and may even be beneficial to individuals and organizations.
The desire to eliminate conflict (as opposed to managing conflict) as
Low points out, "overlooks the enormous part played by tension and
discontent in achieving self-realization." Thus, the leader's goal
should be to manage conf 1 i ct so as to promote individual growth and
organizational survival, while minimizing its undesirable consequences
Definitions of Conflict . Nearly all definitions of conflict suggest a
struggle between at least two interdependent parties, with mutually ex
elusive goals, involving scarce resources, in which one party attempts
to block the other from achieving his goals (Frost and Wilmot, 1978:9;
Morano, 1976:393; Bernard, 1951; Schmidt and Kochan, 1972).
Deutsch (1973:156) states that
Conflict exists whenever incompatible activities
occur... An action which is incompatible with another
action prevents, obstructs, interferes with, injures,
or in some way makes it [the attainment of personal
goals] less likely or less effective.
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This theme is also reflected by Mack and Snyder (1973:25) who
suggest that "a conflict relationship is one in which the parties can
gain (relatively) only at each other's expense," and by Coser (1967:
8) who concludes that "the aims of the opponents [in a conflict situa-
tion] are to neutralize, injure or eliminate the rivals."
Walton (1969:2) observes that the term "interpersonal conflict"
i ncl udes
(a) interpersonal disagreements over substantive
issues, such as differences over organizational
structures, policies, and practices, and (b) in-
terpersonal antagonisms, that is, the more per-
sonal and emotional differences which arise be-
tween interdependent human beings.
Others have defined conflict in terms of objective conflict of
interest (Axelrod, 1970); personal styles (Blake and Mouton, 1964);
reactions to threats (Deutsch and Krauss, 1962); and cognitive distor-
tions (Osgood, 1961 ).
While definitions of conflict may vary and differences of opinion
as to the causes of conflict may abound among researchers, perhaps cre-
ating the impression of disorganization and confusion in the field
(Thomas, 1976; Kilmann and Thomas, 1978; Murray, 1975; Fink, 1968),
there is almost universal acceptance for the idea that personal as well
as organizational growth depends, in large part, on the ability of
leaders to manage conflict effectively. Nowhere is leadership style
more important than in dealing with conflict.
Development of grid-oriented conflict management styles . Developments
related to the formation of grid-oriented management styles are pre-
sented in this section.
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The Conf 1 let Grid . As a natural extension of their work on lead-
ership and the development of the Managerial Grid, Blake and Mouton
(1973:89) conceived the Conflict Grid, which is depicted in Figure 8.
The Conflict Grid is based on assumptions about how different individ-
uals act in conflict situations.
The five styles illustrated are based on the idea that in a con-
flict situation a person has two basic considerations in mind. One is
to maintain the relationship with the other party. The other is to get
the task accomplished or to resolve the disagreement. The relative
importance a person places on each of these considerations determines
his or her behaviors in dealing with conflict (Blake and Mouton, 1973:
89).
Based on the two axes of "Concern for People" and "Concern for
Production or Results," five conflict management styles are identified:
(a) low concern for people and low concern for production or results
(1,1 style); (b) low concern for production or results and high concern
for people (1,9 style); (c) moderate concern for people and moderate
concern for production or results (5,5 style); (d) high concern for
production or results and low concern for people (9,1 style); and (e)
high concern for production or results and high concern for people (9,9)
style.
In conflict situations the 1,1 manager copes by withdrawing.
This is the 'ostrich dynamic.' Keeping his head
buried, he does not have to face problems. He
does not see disagreeable situations and frequent-
ly they disappear for lack of attention. (Blake
and Mouton, 1978a:61t).
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Subordinates working for 1,1 style managers "may go all out, or
themselves drift Into 1,1-orlented reactions, or leave to escape an
intolerable situation" (Blake and Mouton, 1978a:67).
The situation may be intolerable in part because, as Smyth (1977:
225) observes, "the harbored feelings of individuals can drain an un-
told amount of energy both physical and psychological." Also, by keep-
ing feelings inside and avoiding the person with whom there is a prob-
lem, "the severity of the problem is compounded" (Trueblood, 1980:39).
Unlike the 1,1 style of manager, the last thing 1,9 managers would
do would be to try to avoid the person with whom they are having a
problem. On the contrary, they will go to great lengths to preserve
the relationship by smoothing over the conflict situation. This style
manager
...dreads conflict because it threatens warmth and
approval, the main staples in the 1,9 emotional
diet. This is what makes conflict seem so devas-
tating. However, if conflict does arise, he tries
to get back into a close supportive relationship
as quickly as possible (Blake and Mouton, 1978a:
kk).
Subordinates working for the 1,9 style of manager experience re-
actions that "range from feeling safe and secure within a warm and
friendly atmosphere to feeling smothered, stifled, unchallenged, and
wanting to escape from it" (Blake and Mouton, 1978a:48).
Neither relationships with people nor productivity are extreme
concerns for 5,5 style managers. Theirs is the compromise approach to
dealing with conflict. The problem with this approach, as Augsburger
( 1981 :1A) observes, is that compromise "calls for
at least a partial
sacrifice of deeply held views and goals which may cost all of us
the
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loss of the best to reach the good of agreement." Moran (1976:393)
shares Augsburger's view. He states, "compromise is really a lose/
lose situation, since neither party gets what it wants."
According to Blake and Mouton (1978a:78), the compromising 5,5
style is based on a "persuasive logic." It says.
What person or movement has ever had its exclusive
way? Extreme positions promote conflict and are
to be avoided. Experience shows, again and again,
that steady progress comes from compromise and a
willingness to yield some advantage in order to
gain others. Democracy, as it has come to be in-
terpreted by many, operates quite well by yielding
to the many and mollifying the few.
Faced with the reasonableness of this approach, "subordinates
rarely react to being managed in a 5,5 way in hostile or aggressive
terms, with disgust, or by leaving. However, the range of reactions
is quite wide" (Blake and Mouton, 1978a:84).
For example, the environment created by the 5,5 style of manager
is characterized by "accommodation and adjustment. The commitment de-
mands no effort beyond staying up with or maybe just a little ahead of
the middle of the pack" (Blake and Mouton, 1978a:85).
The individual who seeks to excel in a 5,5 environment
runs the risk of provoking envy and promotes uneasi-
ness. His effort to make a contribution is confused
with 'making waves.' The result is that even people
who want to try take a 'better think twice' attitude.
Innovation and problems tend to be sacrificed (Blake
and Mouton, 1978a:85).
The 5,5 manager's concern for maintaining a "middle-of-the road"
approach and the subsequent environment created produce results, both
in terms of interpersonal relationships and productivity, that can
only
Furthermore, needs that are not met bybe described as mediocre.
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compromising do not just disappear. They become dormant and may pro-
vide a fertile breeding ground for future conflict.
While the 5,5 manager avoids extremes, 9,1 style managers work at
opposite extremes in dealing with conflict. They use force to suppress
conflict whenever it arises and make their subordinates do what they
want them to do. Only their needs and concerns matter. Subordinates'
needs and concerns are irrelevant. In other words, they are highly
concerned with productivity and results but only minimally concerned
for people.
A 9,1-oriented approach views conflict as an indi-
cation that control is breaking. He reacts by
fighting to reestablish his dominion over others.
There are many different ways bosses do this, rang-
ing from subtle questions designed to demonstrate
to another person that he is wrong to outright sup-
pression of another's point of view (Blake and
Mouton, 1978a: 20).
Subordinates working with a 9,1 style manager react in various
ways
:
Some feel at ease and apparently submit to domin-
ation. However, most subordinates experience ten-
sions that are expressed in ways ranging from oblique
resistance to resentment to fighting back (Blake and
Mouton, 1978a:24).
As Zammuto et al. (1979:230) and London and Howat (1978:11) sug-
gest, the 9,1 style may be counter-productive to organizational goals.
For one thing, it gives rise to informal groups which often "serve a
counterorganizational function, attempting to counteract the coercive
tendencies in an organization" (Baker, 1981:18). For another, dissent
is stifled (Ouchi, 1981:53; Burke, 1970:409; Stanley, 1981:13), which
may lead to a situation where, as Berlew (1980:23) points out,
"It is
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quite possible that the more aggressive people win arguments although
they are not right."
It appears, then, that the 9,1 style with its reliance on power
to suppress conflict may no longer be effective. As Appley (1981:10)
states
,
Human beings demanding esteem and involvement are
no longer putting up with the 'superior-subordinate'
concept, the 'boss-worker' concept, the 'do it or
else' approach.
In a somewhat similar vein, Labovitz (1980:37) suggests not only
the necessity for, but the difficulty of, eschewing the 9,1 style. He
observes that
Human beings are always tempted to resort to a
raw exercise of power to handle differences,
but we can less afford such an approach now be-
cause the complexity of modern life is built
upon interdependence and requires cooperation.
It is increasingly important to find alterna-
tives to force and make them work (underlines
mine.)
The necessity for finding alternatives to the 9,1 style is under-
scored by Burke (1970:405). In a study of superior-subordinate con-
flict, he concludes that.
The worst method of conflict resolution was
forcing. This method accounted for 80^ of the
examples of Ineffective conflict management
and only 24^ of the examples of effective
conflict resolution.
In both the 9,1 style which relies on forcing to suppress conflict
and the 1,9 style which deals with conflict by smoothing it over, there
is a loser and a winner. In the former the manager wins and the sub-
In the latter, the opposite is true. The legacy ofordinate loses.
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ill feeling that results practically insures that the losers will try
to win in the future (Morano, 1976).
By way of explaining this win- lose phenomenon, Gordon (1977:189)
suggests that in the win-lose styles of managing conflict (9,1 forcing
and 1,9 smoothing),
usually each (or just one) of the parties has in
mind a preconceived solution, and the task is to
use power to obtain compliance. This is why win-
lose methods so often develop into power struggles
over competing solutions .
As an alternative to these win-lose styles, Blake and Mouton
( 1978a: 102) suggest the 9,9 approach. This is an extension of their
"Team Management" concept and deals with conflict by confronting.
Simply put, confronting means openly and honestly facing differences
and working toward a solution acceptable to both parties involved in
the conflict. Various other writers refer to this approach as "inte-
grative" (Burke, 1969; Lawrence and Lorsch, 1967), "consensus" (Labo-
vltz, 1980 ), "Problem-solving" (Hoh, I 98 I; Smyth, 1977), "win-win
(Likert, 1976; Gordon, 1977), or "collaborating" (Derr, 1978).
According to Blake and Mouton ( 1 978a : 1 04-05)
,
Confrontation is a means of focusing on atagonisms
that are created by strong win-lose kinds of disa-
greement, facing up to them, and bringing them out
into the open where they can be resolved directly
by those who are a party to them.
In studying this and other approaches in six organizations,
Lawrence and Lorsch (1967) found that the two highest performing organ-
izations used confrontation to a significantly greater degree than did
the other four organizations. Burke (1970:393) found that
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Only confronting or problem solving was always
related positively to (1) constructive use of
differences and disagreements, and (2) aspects
of the superior-subordinate relationship in
planning job targets and evaluating accomplish-
ments
.
Baker (1981:22) suggests that allowing subordinates to share in
problem solving.
.
.
will not only reduce their feelings of aliena-
tion but also improve communication between
the supervisor and subordinates, thereby re-
ducing potential conflict.
Other benefits of the 9,9 style are that confronting differences
and seeking the optimum solution to resolve conflict leads to "the max-
imum satisfaction of all concerned" (Smyth, 1977:253), "commitment to
objectives" (Labovitz, 1980:33), improved interpersonal relations
(Trueblook, 1980:40), integration of the activities of different organ-
izational subsystems (Lawrence and Lorsch, 1967), successful implemen-
tation of solutions (Rahim and Bonoma, 1979:1326), assertive rather
than aggressive behavior (Hoh, 1981:53-5^), and more functional manage-
ment of conflict (Likert, 1967; Burke, 1969).
Ideal as this approach appears, it is not without its constraints.
House (1979:558), for example, suggests that, when a leader's commit-
ment to a confronting style of dealing with conflict situations
is in conflict with the prevailing value system
of important reference groups, or when [it] con-
flicts with the reward or punishment systems of
the organization, dysfunctional consequences
resul t.
Other constraints to implementing the 9,9 style of managing con-
flict are suggested by Hoh (1981:52):
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It [confronting] is the most successful method
for resolving conflicts, but it is also the most
difficult. Considerable personal skills and an
adequate investment in time are required.
Harrison (1979:22) and Sergiovanni (1977:110) see time and cost
constraints as hampering the implementation of a 9,9 style, while
Morano (1976:393) observes, as an obstacle, that the
human tendency is more naturally predisposed to
competition, dominance and aggression, instead
of problem solving.
Derr (1978:79) bel ieves that, even if they had the opportunity to
resolve conflicts through confrontation,
some individuals have primary outside-the-
organization interests and do not want to be
highly involved in or committed to their work;
hence, it is not in their interest to get
highly involved in collaborating.
Derr's observations lead him to conclude that,
it has become apparent to me that the implemen-
tation of collaboration is often either infeasi-
ble (that is, the right conditions do not exist
for it to work) or too costly, to be justifiable.
While not quite as pessimistic as Derr, others also have expressed
reservations with the confronting/problem-solving approach to settling
interpersonal conflicts. Phillips and Cheston (1979:77) found, for
example, that "problem-solving proved more successful in settling con-
flict caused by communication difficulties, and forcing was the only
method used with any success in conflicts of personal values or person-
ality." Robbins (1978:74) appears to agree when he states that, "Where
conflicts have arisen as a result of ambiguity, distortion, the inade-
quate passage of information, or channel overflow, problem-solving is
a natural remedy."
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What Phillips and Cheston and Robbins describe sound like pseudo-
conflicts: simple misunderstandings easily resolved by each party ex-
panding upon and amplifying its views. Forcing, on the other hand,
the antithesis of the confronting win-win, problem-solving approach,
invariably leads to a zero-sum solution.
Despite the admittedly high costs (at least initially), in terms
of time, energy and other organizational resources, however, the con-
fronting, win-win, problem-solving approach offers the best hope for
managing interpersonal conflicts and improving organizations over the
long haul. As Burke (1970:393) notes, "Confrontation was found to
characterize effective [conflict] resolution; forcing and withdrawal,
ineffective resolution." And Filley (1975:26) suggests that by using
such an approach, "many situations which are thought to be zero-sum
may be changed into a positive gain for both parties."
Other grid-oriented models of conflict management styles . Al-
though Blake and Mouton's (1973) Conflict Grid is perhaps the most
developed and best known, there have been other grid-oriented models of
conflict management styles. Hall (1973), for example, developed a grid
which closely parallels the Blake and Mouton model and is illustrated
in Figure 9.
According to Hall (1973:3) it "is designed to provide information
about the manner in which individuals react to and attempt to manage
differences between themselves and others."
The Hall model has two axes that represent an individual's con-
cerns in a conflict situation. One area of concern involves "context
or relationship." As Hall (1973:3) states.
Concern
for
Relationship
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1/9
Differences only serve to drive peo-
ple apart; their "personal" implica-
tions cannot be ignored. Realisti-
cally, to differ is to reject. Maxi-
mum attention to the needs and de-
sires of others Is required If rela-
tionships are to endure. Conflict
requires self-sacrifice and placing
the importance of continued relation-
ships above one's own goals. It Is
better to ignore differences than to
risk open combat by being oversensi-
tive; one must guard against causing
Irreparable damage to his relation-
ships.
9/9
Differences are a natural part of
the human condition. In and of
themselves, they are neither good
nor bad. Conflict is usually a
symptom of tensions in relation-
shlps, and should be treated accord-
ingly. When accurately Interpreted,
they may be resolved and serve to
strengthen relationships, rather
than to divide. Conflict requires
confrontation and objective problem
solving, often of a type that goes
beyond the apparent needs and opin-
ions of the parties involved. Not
only are people brought more close-
ly together when conflicts are
worked through, but creativity may
be achieved as well.
5/5
Differences should be treated in the light of the common
good. At times some parties are obliged to lay aside
their own views in the interest of the majority; this al-
lows the relationship to continue to function, however
imperfectly, and affords a basis for redress later on.
Everyone should have an opportunity to air his views and
feelings, but these should not be allowed to block pro-
gress. It is never possible for everyone to be satisfied
and those who insist on such an unrealistic goal should be
shown the error of their way. Resolution requires a good
deal of skill and persuasive ability coupled with flexi-
bl i Ity.
I/l
Differences simply reflect the more
basic attributes which distinguish
among people: past experiences, ir-
rational needs, innate limitations
and potentials and levels of person-
al aspirations. As such, they are
essentially beyond the influence of
others. They constitute necessary
evils in human affairs, and one must
either accept them or withdraw from
human contacts. Impersonal toler-
ance is the most enlightened ap-
proach to handling conflicts.
9/1
Differences are to be expected
among people for they reflect the
nature of the species: some have
skills and others have none, and
some are right and some are wrong.
Ultimately right prevails, and
this is the central issue in con-
flict. One owes it to himself and
those who rely on his judgment to
prevail in conflicts with others
whose opinions and goals are in
doubt. Persuasion, power, and
force are all acceptable tools for
achieving conflict resolution; and
most people expect them to be em-
ployed.
Concern for Personal Goals
Figure S.
Jay Hall.
A model of conflict management styles by
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The interpersonal context within which conflict
occurs, whether it is a two person encounter,
small group situation, or confrontation between
groups or cultures, represents in a general
sense a relationship. For our purposes, there-
fore, one's concern for the relationships will
be taken as one of the motivational factors op-
erating to encourage the use of particular be-
haviors during conflict situations.
A second area of concern is for "personal goals." Hall (1973:3)
suggests that.
Conflict may be further interpreted as a collision
of the personal goals of one or more parties to an
interdependent relationship. Personal goals may
collide in several different ways and, depending
on the nature of the collision, be valued to dif-
fering degrees.
The two axes of Hall's model yield five distinct styles of dealing
with conflict. While capsule statements of the essential philosophies
of each style are available from the model as depicted in Figure 9, some
additional comments may be useful in capturing the implications of the
use of a given style.
Those who use the 9,1 win-lose style associate winning with status
and competence. Thus, losing is equated with loss of status, incompe-
tence, and weakness. Hall (1973:^) observes that,
Such ego-arousing values result in an approach to
conflict which places prime importance on personal
goals to the virtual exclusion of any concern for
the relationship. Indeed, social survival is at
stake; and individuals who favor this approach
typically seek to win at any cost. The result is
an aggressive, dogmatic, inflexible, and unreason-
able approach to conflict management. . .Suppression
and coercion are the central mechanisms employed,
and the protection of personal goals is taken as
an index of successful combat.
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The 1,9 yield-lose style is the opposite of the 9,1 style. Here
the goal is to maintain the well-being and durability of the relation-
ship. According to Hall (1973:4),
It reflects an implicit assumption that human re-
lationships are so fragile that they cannot endure
the trauma of working through genuine differences.
In the service of the relationshi p--often revealing
more about one's need for affiliation and acceptance
than it does about the true nature of relationships
—
the 1/9 style seeks to appease others by ignoring,
denying, and otherwise avoiding conflict.
The 1,1 lose-leave style is characterized by "hopelessness."
Hall (1973:5) states that.
An expectation of losing characterizes the style
and rather than undergo such a frustration, the
person favoring the 1/1 style simply 'leaves'
the conflict psychologically, if not physically.
Hall (1973:5) concludes that, typically, the 1,1 style
is a refuge for individuals who have previously
placed unsuccessful faith in either the 9/1 or
the 1/9 strategies and have then decided to roll
with the punches and live to fight another day.
Hall (1973:5) sees the 5,5 compromise style as a variant of the
9,1 win-lose approach. This style attempts to soften the effects of
losing by limiting the gains.
It is a persuasive and manipulative conflict man-
agement style in which both ends are frequently
played against the middle in an attempt to serve
the 'common good' while insuring a modicum of
success in maintaining one's position. It re-
sults in a confusion of values and a climate of
suspicion among parties to a conf 1 i ct . . . Ha 1 f-
hearted relationships with limited goal attain-
ments results (Hall, 1973:5-6).
The ideal style for Hall, as for Blake and Mouton, is the 9,9
style, which he labels "synergistic." He states that.
An Implicit faith In the process of conflict reso-
lution characterizes the approach; and It rests
on the assumption that a working through of differ-
ences may lead to a more creative solution.
. .Toler-
ance for differences and a recognition of the legi-
timacy of feelings are central to the strategy.
In turn, these promote a climate of trust among par-
ties and lay the groundwork for more objective and
candid appraisals of Issues and their significance...
The 9/9 style Is, In effect, predi cated upon a wln-
wln notion which holds that all may profit from ef-
fective resolutions of conflict, while relationships
are enhanced for future encounters (Hall, 1973:6).
In weighing the relative merits of each conflict management style.
Hall (1973:6) arrives at the following conclusion:
Let It suffice to say that research findings sug-
gest an ideal ordering of style preferences as
follows: a dominant style of 9/9, followed by a
5,5 compromise, a 1/9 yield-lose, a 9,1 win-lose,
and a 1,1 lose-leave.
Thomas and Kllmann (197^) have also developed a grid-type model
similar to Blake and Mouton's (1973) and Hall's (1973) In that It de-
picts five conflict handling modes or styles. Thomas and Kllmann des-
cribe a person's behavior In conflict situations along two basic dimen-
sions.
(1) assertiveness, the extent to which the Indi-
vidual attempts to satisfy his own concerns, and
(2) cooperativeness, the extent to which the Indi-
vidual attempts to satisfy the other person's con-
cerns (Thomas and Kllmann, 197^:11).
These two basic dimensions of behavior can be used to define five
specific approaches to dealing with conflict. These five "conflict-
handling modes" are shown In Figure 10.
According to Thomas and Kllmann (197^:12), the "Competing" 9,1 mode
Is assertive and uncooperat I ve--an Individual pursues his or her own con-
cerns at the other person's expense.
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Figure 10. The Five Conflict-
Handling Modes by Kenneth W. Thomas and
Ral ph H. Ki Imann.
This is a power-oriented mode, in which one uses
whatever power seems appropriate to win one's
own pos i t i on--one ' s ability to argue, one's rank,
economic sanctions (Thomas and Ki Imann, 197^:12).
The "Accommodating" 1,9 mode is described as unassertive and co-
operative-- the opposite of competing.
When accommodating, an individual neglects his
own concerns to satisfy the concerns of the
other person; there is an element of self-sacri-
fice in this mode. Accommodating might take the
form of selfless generosity or charity, obeying
another person's order when one would prefer not
to, or yielding to another's point of view (Thomas
and Kilmann, 197^:12).
66
With the "Avoiding" 1,1 approach the Individual is unassertive and
uncooperative. He or she "does not immediately pursue his [or her] own
concerns or those of the other person. He [or she] does not address the
conflict" (Thomas and Kilmann, 1974:12).
The "Collaborating" 9,9 approach is both assertive and cooperative.
It is the opposite of avoiding.
Collaborating involves an attempt to work with
the other person to find some solution which
fully satisfies the concerns of both persons...
Collaborating between two persons might take
the form of exploring a disagreement to learn
from each other's insights, concluding to re-
solve some conditions which would otherwise
have them competing for resources, or confront-
ing and trying to find a creative solution to
an interpersonal problem (Thomas and Kilmann,
1974:12).
"Compromising" 5,5 is described as intermediate in both assertive-
ness and cooperativeness. It seeks to find an expedient solution which
will satisfy at least some of the needs of each party.
It falls on a middle ground between competing
and accommodating. Compromising gives up more
than competing but less than accommodating.
Likewise, it addresses an issue more directly
than avoiding, but doesn't explore it in as
much depth as collaborating. Compromising
might mean splitting the difference, exchang-
ing concessions, or seeking a quick middle-
ground position (Thomas and Kilmann, 1974:12).
While similar to the Blake and Mouton (1973) and Hall (1973) mod-
els, almost to the point of being redundant, the Thomas and Kilmann mod
el is different in at least one very important respect. Thomas and Ki
1
mann do not accept the notion of an ideal approach to dealing with all
conflict situations. Theirs is essentially a contingency approach.
As they state:
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In the case of conflict-handling behavior, there
are no universal right answers. All five modes
are useful in some situations: each represents a
set of useful social ski 11s... The effectiveness
of a given conflict handling mode depends upon
the requirements of the specific conflict situa-
tion and the skill with which the mode is used
(Thomas and Kilmann, 197^:12-13).
Building on the work of Thomas and Kilmann (1974), Hall (1973),
Blake and Mouton (1973), and writers in the field of assertiveness
training. Peck (1930) has also developed a grid-type model of five con-
flict handling modes.
Peck ( 1980 ) suggests that in a conflict situation there are two
major concerns: one involves an individual's wishes to meet his or her
own wants, needs, or goals (assertiveness). The other concern is the
extent to which he or she wishes to meet the other party's wants, needs,
or goals (responsiveness). "Assertiveness" and "Responsiveness" are
used to define five specific styles of dealing with conflicts. These
five specific modes are illustrated in Figure 11.
According to Peck (1980:Model 4-9) the "Dominating" 9,1 mode re-
flects a high concern for personal needs, wants, or goals coupled with
a low concern for the other person's needs, wants, or goals. Behavior
is assertive and unresponsive. Conflict is suppressed, usually through
the use of power.
The individual operating in the 1,9 "Self-sacrificing" mode shows
a low concern for personal needs, wants, or goals coupled with a high
concern for other person's needs, wants, or goals. Behavior is unasser-
tive and responsive. Conflict is smoothed over.
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Figure 11. The five personal modes for man-
aging conflict by Roger H. Peck.
Peck describes the "Withdrawal" 1,1 mode as being both
cern for personal needs, wants, or goals and low in concern
needs, wants, or goals of the other party. Behavior in the
mode is unassertive and unresponsive. Conflict is avoided,
or shunted up the line.
low in con-
for the
"Wi thdrawal"
postponed
,
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The "Integrative" 9,9 mode is described as an ideal style in which
the individual combines a high concern for personal needs, wants, or
goals with a high concern for the other party's needs, wants, or goals.
Behavior is assertive and responsive. Conflict is confronted and re-
solved in a problem-solving way--the best solution is arrived at co-
operatively in an emphathet i cal ly assertive manner.
The "Compromising" 5,5 mode characterizes an approach which is
intermediate in concern for personal needs, wants, or goals and inter-
mediate in concern for the needs, wants, or goals of the other party.
Behavior is moderate in both assertiveness and responsiveness. Through
splitting, balancing, or deference to the rules, the conflict is forced
underneath the surface or submerged.
Peck's model and the others presented, with the possible exception
of Thomas and Kilmann (197^), appear to favor the 9,9 integrative,
problem-solving, win-win approach to dealing with Interpersonal con-
flict. Other recommendations for dealing with conflict range over the
establishment of superordinate goals (Sherif, 1958; Labovitz, 1980),
consciousness raising (Culbert, 197^), selection of compatible individ-
uals (Schutz, 1958 ), and moderating between conflict parties (Walton,
1969).
Summa ry
In the present chapter a general overview of the literature rela
ted to the development of leadership theory was presented. In
additii
several grid-oriented models describing conflict management styles
or
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modes were discussed. The following chapter, Chapter II
the procedures used for conducting this study.
I
,
presents
CHAPTER III
A DESCRIPTION OF THE BACKGROUND, DEVELOPMENT,
CONTENT, AND FIELD TESTING OF THE
CONFLICT MANAGEMENT WORKSHOP
The previous chapter discussed leadership theory and presented
various grid-oriented conflict management models. This chapter de-
scribes the development of the conflict management workshop, discusses
its content, and concludes with a description of the field testing of
the workshop.
Factors influencing the development of the conflict management workshop
for state agency personnel . For the past five years, Roger H. Peck has
taught a highly successful, semester-long course on conflict management.
The course is an elective in the educational administration and super-
vision program at Southern Connecticut State College, where Peck is an
associate professor. During the summer of 1981, this investigator was
a student in Peck's course.
Subsequent to taking the course, several conversations between
this investigator and Arthur W. Eve, Associate Director of the Institute
for Governmental Services at the University of Massachusetts, surfaced
a need for state agency personnel to become skilled in managing inter-
personal conflict. It was decided, however, that a semester-long course
would not be practical in light of the time constraints on state agency
personnel. Instead, a one-day workshop would be developed that would
cover the major aspects of Peck's semester-long course in from four to
six hours.
72
Working In close consultation with both Peck and Eve, this inves-
tigator developed the one-day, four to six hour, conflict management
workshop for state agency personnel during the late summer and early
fall of 1981 . It was decided that the workshop would focus on the
following six key concepts:
1) Personal Conf 1 let Style 4) Assert i veness
2) Problem Ownership 5) "Shifting Gears"
3) Responding Skills 6) Respond! ng Ski 1 1
s
Descr
i pt ion of the content of the conf 1 let management workshop
following sections, the content of the conflict management workshop is
described.
Workshop objectives
.
The conflict management workshop for state
agency personnel had four major objectives. These objectives are shown
in Figure 12.
1. To increase participant awareness of the meaning of conflict and
to develop an understanding that conflict can have positive and/
or negative results depending on how It is managed.
2. To assist participants In becoming more aware of their feelings
in conflict situations.
3 . To inform participants of both their primary and back-up styles
of dealing with conflict and the implications of their individ-
ual styles.
4. To increase participant knowledge of when and how to use respond-
ing and asserting skills to deal effectively with interpersonal
conf 1
1
ct
.
Figure 12. Conflict management workshop objectives.
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Introduction; Determining your conflict style
. The introductory
portion of the workshop began with a dyadic sharing exercise in which
participants, working in pairs, "interviewed" one another relative to
feelings about conflict. Interview questions, supplied on a handout
entitled, "Dyadic Sharing: Surfacing Feelings About Conflict," are
shown in Figure 13.
1. How would you define the term conflict?
2. When someone disagrees with you about something important or
challenges you in front of others, how do you usually react?
3. How do you usually react to receiving negative criticism?
k. In what situations are you most likely to confront people?
5. What ability would you like to improve that will help you handle
conflict better in the future?
Figure 13. Questions to surface feelings about conflict.
Next, workshop participants were asked to write their reactions to
four potential conflict situations presented on a handout entitled,
"Case Situations: What Would You Say?" Although the case situations
were changed to meet the needs of each group of participants, the ex-
amples shown in Figure 14 are more or less typical.
Later in the workshop, reactions to the case situations were re-
lated to "problem ownership" and "communication roadblocks."
After completing reactions to the case situations, participants
were administered the Thomas-Ki Imann Conflict Mode Instrument . This
instrument, which consists of thirty pairs of actions one might take in
a conflict situation, yields both the user's primary and "back-up" modes
of handling conflict.
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Figure 14. Cases to elicit reactions to potential conflict
si tuat ions.
Prior to scoring the Thomas-Ki Imann Conflict Mode Instrument
,
Peck's grid-oriented model for handling conflict (discussed in Chapter
II of this study) was distributed to participants, and the characteris-
tics of each conflict management style were explained.
The introductory portion of the workshop concluded with the scor-
ing of the Thomas-Ki Imann Conflict Mode Instrument , including the graph-
ing of individual participant's scores in relation to the scores of 339
practicing managers at middle and upper levels in business and govern-
ment organizations.
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Problem ownership
. In this segment of the workshop, participants
learned that another's behavior may be viewed as either "acceptable" or
"unacceptable." If another's behavior is viewed as acceptable, i.e., it
is perceived as neither a threat nor a problem to the viewer, then there
is either no problem or, if there is a problem, it belongs to the other
party. If the viewer chooses to assist the other party with his or her
problem, he or she must use helping or responding skills to be effective.
Conversely, if another's behavior is viewed as unacceptable, i.e., it is
viewed as either a threat or a problem by the viewer, then it is the
viewer's problem. If the viewer wishes to get the other party to stop
the behavior that is causing him or her a problem, he or she must use
assertiveness or confronting skills to be effective.
After the problem ownership concept was explained, participants
were asked to 1) refer back to the case situations presented earlier in
the workshop, 2) determine who "owned" the problem in each of the case
situations, and 3) tell which set of skills (helping/responding or
asserting/confronting) would be most effective in solving the problem.
The helping function and responding skills . This segment of the
workshop focused on skills one would use to assist someone who has a
problem. Reasons why one might become involved in helping another solve
his or her problem were listed on a handout entitled, "Goals of the
Helping Function." Goals listed are shown in Figure 15. Additional
goals were elicited from participants to add to the list. Finally, an
attempt was made to get participants to "buy into" these goals.
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1. Enhance the movement toward solving the problem
2. Enhance the relationship
3. Enhance the other's self-esteem
4. Enhance the other's willingness to be open
5. Enhance the other's self-responsibility
6. Enhance the achievement of the goals of the organization or
enterprise
7. Enhance the execution of the task/role function of self and
other
Figure 15. Goals of helping function.
It was important that participants accept the goals of the helping
function as presented, because the workshop dealt next with communica-
tion "roadblocks"— those sending errors on the part of the helper which
hinder the helping process and make the goals of the helping function
all but impossible to achieve. Communication roadblocks, as presented
to workshop participants, are listed and briefly explained in Figure 16.
The "receiver" refers to the helper. The "sender" is the party with
the problem or the helpee.
How to elicit data about the problem from the helpee, without re-
sorting to counter-productive communication roadblocks, was discussed
next. Participants were told about the use of "starters," to get the
party with the problem talking, "continuers," to keep him or her talking
about his or her problem, and "clarifiers," to help him or her arrive
at a clear understanding of his or her problem.
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Figure 16. Communication "roadblocks."
The purpose for using these skills is to assist the helpee to de-
fine precisely what the problem is. Often, this process alone is suf-
ficient to make a workable solution apparent.
Problem definition results from the effective use of clarifiers by
the helper. The helper "feeds back" (paraphrases) the content of what
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the helpee is saying, the feelings conveyed in the helpee's conwiunica-
tion, or both the content and the feelings of the helpee's communica-
tion. Gradually, through this process of giving feedback (and the re-
actions of the helpee to the feedback), the problem is defined.
The difficulty with giving good feedback is that most people lack
a "feeling vocabulary." They are unable to describe another's feelings
(or even their own), because they literally lack the words. Partici-
pants, therefore, were given a list of words that describe feelings.
This list became the basis for the practice session which concluded the
first half of the workshop.
In the practice session two volunteers from the group of partici-
pants demonstrated feeding back feeling and content. One of the volun-
teers acted as a "sender" and presented his or her problem to the other
volunteer who acted as the "receiver," i.e., the skilled helper. The
sender stated his or her problem in three or four sentences. The re-
ceiver counted to ten, then fed back the feeling and content of the
sender's message. The sender was then asked to verify the accuracy of
the helper's response.
Several pairs of workshop participants were able to practice this
exercise and received feedback from the other workshop participants and
video feedback, as practice sessions were taped.
Assertiveness skills. The second half of the workshop began with
a discussion of assertiveness skills. It was suggested to participants
that assertiveness skills are effective in getting an individual to stop
doing a behavior that is causing one a problem.
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First, assertiveness was defined as getting one's needs met but
not at the expense of the other party. Then, descriptive assertions,
also called I want..." and "I feel..." statements, were explained.
Finally, the three-part assertion was explained.
In the three-part assertion, the person with the problem 1 ) des-
cribes the other's behavior that Is causing him or her a problem, 2 )
tells the tangible, concrete effects that the other's behavior Is hav-
ing on him or her, and 3) Indicates the emotional effects that the
other's behavior Is having on him or her. The model presented to work-
shop participants for stating a three-part assertion Is shown In Figure
17.
"When you (other's behavior) It (tangible effects on
you), and I feel ... (emotional effects on you)."
Figure 17. Model for a three-part assertion.
A third type of assertion called the "empathetic assertion" was
demonstrated In the next section of the workshop which dealt with the
concept of "Shifting Gears."
"Shifting Gears." Asserting or letting the other party know that
his or her behavior Is unacceptable and causing one a problem may pro-
voke a strong emotional reaction. Participants were told that when this
happens, they must put their problems aside momentarily, "shift gears,"
and deal with the other party's emotional upset by using helping and
responding skills. Once the other party has calmed down, the original
problem can be "re- I ntroduced" with an empathetic assertion. In this
type of assertion one conveys recognition of the other's wants, feelings,
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or situation followed by describing one's own wants, feelings, or
situation. The model presented to workshop participants for stating
an empathetic assertion is shown in Figure 18.
"1 understand (empathize with other's wants,
feelings, or situation), but (assert your own
wants, feelings, or situation) I want... [or]
I feel... [or] my situation (problem) is that
I
. .
."
Figure 18. Model for an empathetic asser-
tion.
It was explained to participants, therefore, that "shifting gears"
meant switching back and forth between asserting and responding, until
either the original problem got solved or both parties decided that
they had legitimate but conflicting needs.
If it turned out that both parties had legitimate but conflicting
needs, then they had to engage in a type of problem solving known as
"mutually acceptable problem solving." This process was explained in
the last part of the workshop.
Before going on to "Conflicts of Values," participants were given
the opportunity to practice "shifting gears" with both feedback from
the group and video feedback.
This exercise called for two volunteers from the group. One acted
as the "receiver." It was assumed that, for the purposes of the exer-
cise, the receiver had no skills. The other volunteer was the sender
or "confronter." This individual supposedly had responding and assert-
ing skills, so he or she presented his or her problem to the receiver in
the form of a three-part assertion.
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The receiver gave a natural, "gut" reaction to the sender's
assertion. The sender then "shifted gears" and used helping/responding
skills to deal with the receiver's emotional upset.
When the receiver had "calmed down," the sender restated his or
her problem in the form of an empathetic assertion. This assertion up-
set the receiver but not as severely as the first assertion. Again, the
sender "shifted gears" and used helping responding skills to bring down
the emotional level of the receiver. This exercise concluded with feed-
back and discussion.
Conflicts of values . Probably the most difficult conflicts to re-
solve are those that arise as a result of differences in values. It was
explained to participants that a conflict of values exists when the
other's behavior is unacceptable but either a) tangible or concrete ef-
fects on you are not apparent, or b) the other does not "buy" the tangi-
ble or concrete effects on you.
Five suggestions were made for dealing with conflicts of values.
These are shown in Figure 19.
To emphasize the differences between consulting (or sharing infor-
mation) and nagging, an audio tape was played for participants, which
illustrated in a humorous way the negative effects of nagging on solv-
ing conflicts of values.
Problem solving. The workshop concluded with a brief overview of
problem solving. Participants were told that traditional problem solv-
ing usually results in a conflict of solutions, in which the parties are
forced into one of four conflict resolution modes: dominating.
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self-sacrificing, withdrawal, or compromising. Once the parties begin
to compete on solutions, the outcome must inevitably be "win-lose."
1. Learn to live with the d i f ferences--Th i s can add excitement,
interest, and stimulation to a relationship.
2. Modify yourself—Change your own values. This only works if
you do i t willingly
.
3. Use M.A.P.S. to change the other's unacceptable behavior--This
only works for the behavior the other uses to act out h i s val-
ues. It doesn't work for an idea, a style, or an outlook.
4. Try to influence the other's values--This can be done by a)
acting as a positive model for the other: living your beliefs
—
practicing what you preach, and b) acting as the other's con-
sultant, i.e., sharing your knowledge, ideas, and experiences,
while avoiding nagging and leaving the other free to accept or
reject your suggestions.
5. Alter the relationship--Change or end the relationship: see the
other party less frequently; get a new Job; go over your boss's
head; get a divorce. Unfortunately, people often end a rela-
tionship without making a real effort to work out their prob-
lems
.
Figure 19. Five suggestions for dealing with conflicts of
va 1 ues
.
As an alternative to traditional problem solving, "Mutually Accep-
table Problem Solving" (M.A.P.S.) was presented to workshop partici-
pants. M.A.P.S. involves the "integrative" (collaborative) style of
conflict management. Rather than competing on solutions, the parties in
conflict focus on the problem, as they seek a solution that will meet
both their needs. This cooperation leads to an outcome which is "win-
win." In order to implement this approach, however, the ability to
both responding and asserting skills is essential.
use
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Mutually acceptable problem solving Is accomplished in essentially
three steps. These steps are listed and explained in Figure 20.
Field testing the conflict management workshop
. The content and format
of the conflict management workshop was pilot tested with a group of ten
participants from the Lowell Housing Authority. The group consisted of
five housing managers," each in charge of a public housing project in
Lowell, four "social technicians," who act as liaison between tenants
and the housing authority administration, and one "clerk/intern," who
performs clerical duties in the housing authority's central office while
learning the job of the housing manager.
The conflict management workshop, as experienced by this pilot
group, differed from subsequent workshops in at least two important
ways. First, with the exception of a ten-item, multiple-choice type
test, there was no formal data collection. Second, because partici-
pants were all from a local agency, it was unnecessary to reduce the
length of the workshop to allow for travel time within the normal work-
day. Therefore, this investigator and the other instructor had a full
six hours in which to deliver the workshop content.
The time allotted for the conflict management workshop subsequent
to the Lowell Housing Authority pilot group was reduced both by the
necessity to allow travel time for participants coming from different
parts of the state and by the extensive data collection which took place
during the workshops. This situation was exacerbated by the tendency of
some workshop participants to arrive at the site more than a half an
hour after the scheduled starting time.
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STEP I : Identifying and Defining the Problem
1. State your wants, feelings, or concerns specifically and
precisely.
2. State your problems in terms of unmet "needs" (concerns); not in
terms of the solution you want.
3. Obtain the wants, feelings, and concerns from the other.
k. Express problem definition in terms of conflict of "needs" (con-
cerns), not competing solutions.
STEP I I : Selecting the Solution
(GENERATING ALTERNATIVE SOLUTIONS)
l. Obtain a number of alternative solutions from the other.
2. Prevent the evaluation of any solutions as they are being
generated.
3. Contribute a number of alternative solutions.
k. Write the solutions down.
5. Restate the problem if things stop or slow down.
(EVALUATING THE ALTERNATIVES AND CHOOSING THE "BEST" SOLUTION)
6. Encourage the other to candidly and honestly evaluate each
solution.
7. Honestly and candidly assert your own evaluations of each
solution.
8. Eliminate any solution that is objected to by either party.
9. Write out the selection of a solution to be "tried out" to see
if it works
.
10. Write out the mutually agreed upon solution in a clear state-
ment.
STEP III: Implementing the Solution
l. Work with the other to design a plan of action for carrying out
and evaluating the solution; that is, who does what by when ,
and how the parties will know if it is working.
2. Work with the other to set a date and time when the mutually
agreed upon solution will be reviewed.
Figure 20. Steps in mutually acceptable problem solving.
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Data collection was interspersed throughout the day, with the
heaviest concentrations coming at both the beginning and the end of the
workshop.
Data collection began with a ten-item pretest on the concepts to
be taught during the workshop. Following some dyadic sharing, partici-
pants did semantic differential scales for three concepts, "conflict,"
"assertiveness," and "listening." Again, working in pairs, they dis-
cussed what they would say in each of four different case situations.
This was followed by the administration of the Thomas-Ki Imann Conflict
Mode Instrument . The results of this instrument were collected for in-
clusion in this study.
After practicing "shifting gears," during the second half of the
workshop, biographical data were solicited from participants. This was
followed by a discussion of "Conflicts of Values." Then, a second set
of semantic differential scales was distributed which included the three
concepts from the first set of semantic differential scales ("conflict,"
"assertiveness," and "listening") plus a fourth concept, "One-Day Con-
flict Management Workshop." The workshop concluded with a ten-item
posttest on the concepts taught.
Participants were asked to use a code number rather than their
names to insure anonymity on all their data. Most used the last four
digits of their Social Security numbers, but some participants used the
last four digits of their home phone numbers instead. This was an op-
tion presented to them.
This investigator detected a very genuine concern on the part of
some of the participants that the data collected on them as individuals
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might somehow be reported back to their superordinates and agencies and
used against them in some way. This investigator and the other work-
shop instructor went to considerable pains to allay these fears.
Finally, participants were Informed during the workshops that a
random sampling (40%) of them would receive a follow-up questionnaire.
Summary . This chapter described the development of the conflict manage-
ment workshop, discussed the content of the various concepts related to
conflict management, as they were presented in the workshop, and summar-
ized the field testing experience. The next chapter describes the study
population and the assessment procedures used in the study.
CHAPTER IV
METHODOLOGY OF THE STUDY
The previous chapter described the background, development, con-
tent, and field testing of the conflict management workshop. This
chapter will 1) describe the study population comprised of eighty-two
Massachusetts state agency personnel, and 2) describe the assessment
procedures used in the analysis of the suitability of the four to six
hour conflict management workshop, as one alternative inservice train-
ing technique for presenting selected concepts and skills to state
agency personnel
.
Study Population
In the following section a description of the study population is
presented in relation to the following criteria: l) sex, 2) age, 3)
number of years in present position, A) number of subordinates super-
vised, 5) highest level of education completed, 6) state agency affili-
ation, and 7) primary conflict handling mode, as indicated by the
Thomas-Ki Imann Conflict Mode Instrument
.
Composition of the study population in relation to sex and age. 1
n
Table 1 the composition of the study population with regard to the sex
and age of the participants is presented.
The data in Table 1 show that forty-two members (51 percent) of
the study population are males and that forty members (^9 percent) are
fema 1 es
.
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TABLE 1
THE COMPOSITION OF THE STUDY POPULATION
IN RELATION TO SEX AND AGE
Categories
:
Number
of Respondents
Percent
of Respondents
Sex:
Male 42 51.0
Fema 1
e
82 49.0
Total 82 100.0
Age:
21-30 13 16.0
31-40 31 38.0
41-50 20 24.0
51-over 18 22.0
Total 82 100.0
The data also indicate that thirteen members (16 percent) belong to
the 21-30 age group, thirty-one members (38 percent) belong to the 31-
AO age group, twenty (24 percent) belong to the 41-50 age group, and
eighteen (22 percent) belong to the 51 and over age group.
Composition of the study population in relation to number of years in
present position . In Table 2 the composition of the study population
in regard to the number of years in present position is presented.
The data in Table 2 indicate that twenty-one members (27 percent)
of the study population have been in their present positions for one
year or less, thirty-eight members (46 percent) have been in their pres-
ent positions for from two to five years, fifteen (18 percent) have been
in their present positions for from six to ten years, five (6 percent)
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have been in their present positions for from eleven to fifteen years,
one (1 percent) has been in his present position for from sixteen to
twenty years, and two (2 percent) have been in their present positions
for twenty years or more. It is noteworthy that fifty-nine members (72
percent) of the study population have been in their present positions
for five years or less.
TABLE 2
COMPOSITION OF STUDY POPULATION IN
RELATION TO YEARS IN PRESENT POSITION
Number Percent
Categories: of Respondents of Respondents
Number of Years:
0-1 21 27.0
2-5 38 46.0
6-10 15 18.0
11-15 5 6.0
16-20 1 1 .0
20-over 2 2.0
Total 82 100.0
Composition of the study population in relation to number of subordin-
ates supervised . In Table 3 the composition of the study population
with regard to the number of subordinates supervised is presented.
The data in Table 3 show that thirty-six members {hk percent) of
the study population supervise no subordinates. Forty-six members (56
percent) of the study population supervise from one to ten subordin-
ates. Six supervise eleven to twenty subordinates. Two supervise
twenty-one to thirty subordinates. No members of the study
population
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supervise thirty-one to forty subordinates. Two supervise forty-one
to fifty subordinates, and three supervise fifty-one or more subordin-
ates .
It is interesting to note that less than one-fifth of the workshop
participants supervise eleven or more subordinates.
TABLE 3
COMPOSITION OF THE STUDY POPULATION IN
RELATION TO NUMBER OF SUBORDINATES SUPERVISED
Categories:
Number
of Respondents
Percent
of Respondents
Number of Subordinates
Supervi sed;
0 36 44.0
1-10 33 40.2
11-20 6 7.3
21-30 2 2.5
31-40 0 0.0
41-50 2 2.5
51
-over 3 3.6
Total 82 100.0
»osition of the study population in relation to the highest leve
education completed . In Table k the composition of the study population
with regard to the highest level of education completed is presented.
The data in Table ^ indicate that eleven members of the study pop-
ulation have completed only high school. Twenty-one have bachelor's
degrees, thirty-six have master's degrees, and seven have a Certificate
of Advanced Graduate Studies (C.A.G.S.). Doctorates are held by seven
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TABLE 4
COMPOSITION OF THE STUDY POPULATION IN
RELATION TO HIGHEST LEVEL OF EDUCATION COMPLETED
Categories:
Number
of Respondents
Percent
of Respondents
Highest Level of Edu-
cation Completed:
High School 11 13.4
Bachelor
'
s
6 7.3
Bachelor's + 15 18.3
Master
'
s
14 17.0
Master's + 22 27.0
C.A.G.S. 7 8.5
Doctorate 7 8.5
Total 82 100.0
members of the study population. In other words, 87 percent of the
study population are college graduates.
Composition of the study population in relation to state agency affili-
ation . In Table 5 the composition of the study population with regard
to state agency affiliation is presented.
The data in Table 5 show that forty-six members (56 percent) of the
study population are from the Department of Education. Nine members are
from the Department of Mental Health. Five are from the Department of
Public Welfare, and five are from the Rehabilitation Commission. Seven-
teen members of the study population are from various other state agen-
cies.
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TABLE 5
THE COMPOSITION OF THE STUDY POPULATION IN
RELATION TO STATE AGENCY AFFILIATION
Number Percent
Categories: of Respondents of Respondents
Department of Education 46 56.0
Department of Mental Health 9 11.0
Department of Public Welfare 5 6.0
Rehabilitation Commission 5 6.0
Other State Agencies 17 21.0
Total 82 100.0
Composition of the study population in relation to primary conf 1 i ct
handling mode, as indicated by the Thomas-Ki Imann Conflict Mode Instru-
ment . In Table 6 the composition of the study population with regard to
primary conflict handling modes, as indicated by the Thomas-Ki Imann
Conflict Mode Instrument
,
is presented. The instrument was administered
to all participants at the beginning of the workshop.
The data in Table 6 show that eight members (10 percent) of the
study population use a "Dominating" (9,1) primary style in dealing with
conflict; fifteen members (18 percent) use an "Integrative" (9,9) pri-
mary style; twenty-two members (27 percent) use a "Compromising" (5,5)
primary style; seventeen (21 percent) deal with conflict primarily by
"Withdrawal" (1,0; and six (7 percent) primarily by "Self-sacrificing
(1,9). Fourteen members (17 percent) of the study population have two
or more primary styles.
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TABLE 6
THE COMPOSITION OF THE STUDY POPUUTION IN
RELATION TO PRIMARY CONFLICT HANDLING MODE
AS INDICATED BY THE THOMAS-KI LMANN CONFLICT MODE 1 NSTRUMENT
Number Percent
Categories: of Respondents of Respondents
Conflict Handling Modes;
Dominating (9,1) 8 10.0
Integrative (9,9) 15 18.0
Compromising (5,5) 22 27.0
Wi thdrawal (1,1) 17 21.0
Self-sacrificing (1,9) 6 7.0
*0ther 14 17.0
Total 82 100.0
•k
Indicates two or more primary styles.
It is interesting to note that almost one-fifth of the participants
use an "Integrative" (9,9) style. This is the approach advocated in the
workshop. Not surprisingly, the largest percentage of participants use
a "Compromising" (5,5) style. In the literature, this style is associ-
ated with bureaucracies.
Summary. A description of the composition of the study population was
presented in the preceding section. The data indicate that a wide range
of age, years in present position, supervisory responsibilities, educa-
tion completed, state agency affiliation, and conflict handling mode is
represented by members of the study population.
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Data Gathering and Processing
Three different methods were used in the study to determine the
suitability of the four to six hour conflict management workshop, as
one alternative approach to the inservice education of state agency per-
sonnel. The methods used were: 1) a pretest-posttest design to deter-
mine the cognitive changes resulting from participation in the workshop,
2) a comparison of the participants' attitudes toward three concepts
through an analysis of their responses on a semantic differential scale
that was used before experiencing the conflict management workshop and
after experiencing the conflict management workshop (a fourth concept
was evaluated through the use of a semantic differential scale only
sfter experiencing the workshop), and 3) 3 follow-up printed question-
naire, which asked a random sampling of thirty-three workshop partici-
pants to respond to both "open-ended" and "closed" questions regarding
their attitudes toward the conflict management workshop. These methods
as they were used in the study are described separately in the follow-
ing sections.
Procedures used to determine cognitive change resulting from participa-
tion in the conflict management workshop . All participants were asked
to respond to ten multiple-choice questions both before and after ex-
periencing the workshop. Descriptions of the content and the rationale
for these questions are presented in the following sections.
Questions asked of the participants were related to key concepts
presented in the workshop. These concepts are listed in Figure 21.
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"Conflict Management Sty 1 e"
"Problem Ownership"
"Responding Ski 1 1 s"
"Assert i veness"
"Shifting Gears"
"Mutually Acceptable Problem Solving"
Figure 21. Key concepts used to develop
multiple-choice questions.
Three questions shown in Figure 22 were included in the pretest-
posttest to determine the participants' understanding of how behavior
in a conflict situation reflects an individual's "Conflict Management
Style."
1
.
When a person attempts to
other party, the conflict
resolve a conf 1 i ct
i s actual ly
by dominating the
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
2. When a person attempts to
giving in on some of his
actual ly
resolve a conflict by compromising or
important needs, the conflict is
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
3. When a person attempts to resolve a conflict by completely sac-
rificing her own needs, the conflict is actually
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
Figure 22. Questions concerned with "Conflict Management
Sty 1 es
.
96
Three questions shown in Figure 23 were included in the pretest-
posttest to determine the participants' understanding of the idea that
in a conflict situation, at least initially, one party or the other
"owns" the problem.
5.
You are the chairperson of a committee set up to improve communi-
cations in your department. One of the committee members, Joan,
is always late to your weekly meetings, causing a delay in get-
ting started.
Who, if anyone, has a problem?
a. both of us d. there is no problem
b. I have e. cannot be determined from
c. she has information
You are a department supervisor . One of your subordinates is
talking to you in your office. He states:
"I just can't find the time to do everything you expect me
to do. There aren't enough hours in the day. Too many
demands. I feel swamped. It's driving me nuts I"
Who, if anyone, has a problem?
a. both of us d. there is no problem
b. 1 have e. cannot be determined from
c. she has i nformat i on
You are a department supervisor. A new job description requires
one of your subordinates to perform additional duties. You no-
tice, however, that he is totally neglecting these additional
dut i es
.
Who, if anyone, has a problem?
a. both of us d
b. I have s
c. she has
there is no problem
cannot be determined from
i nformation
Figure 23. (Questions concerned with "Problem Ownership."
Three questions in Figure 24 were
to determine the participants' ability
which promote or hinder communication
included in the pretest-posttest
to discriminate between responses
n conflict situations.
I
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Figure 2A. Questions concerned with "Responding Skills,"
"Assertiveness," and "Shifting Gears."
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One question in Figure 25 was included in the pretest-posttest to
determine the participants' ability to discriminate between behaviors
conducive to, and behaviors not conducive to "Mutually Acceptable
Problem Solving."
10. All of the following lead to resolving conflict in a way that is
acceptable to both of us except :
a. We each formulate our solutions
b. We evaluate each solution
c. We decide on a solution that will meet each of our needs
d. We develop a plan for implementation
e. We set a time to review how our solution is working
Figure 25. Question concerned with "Mutually Acceptable"
Problem Solving."
Differences in participants' scores between the pretest and post-
test are analyzed in Chapter V.
Comparison of participants' attitudes toward three concepts through the
use of a semantic differential scale . In an attempt to acquire a broad-
er perspective on the attitudes of the participants toward the conflict
management workshop, they were asked to react to a Semantic Differential
Scale before (pretest) and after (posttest) experiencing the workshop.
The Semantic Differential Scale was used to determine the reactions
of the participants to a total of four concepts: 1) "Conflict,"
2) "Assertiveness," 3) "Listening," and h) "One-Day Conflict Management
Workshop.
"
Polarity differences are analyzed in Chapter V by assigning values
to each possible response position as illustrated below:
Good : 6 5 4 : : 3 : : 2 1 0 : Bad
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Then the mean polarity scores relating to three concepts "Conflict,"
"Assertiveness," and "Listening," are computed for the pre- and post-
tests. Mean polarity scores relating to the fourth concept, "One-Day
Conflict Management Workshop," are computed on the basis of responses
on a posttest Semantic Differential Scale only. Since a one-day con-
flict management workshop is a new development, requiring participants
to respond to a Semantic Differential Scale before experiencing the
workshop would have been of no value to the present study.
The ten polar traits represent four factors. The mean polarity
group scores are computed to obtain the mean polarity scores for the
factors of: 1) evaluation, 2) potency, 3) receptivity, and 4) activity.
The four factors and related groups of polar traits are listed be-
low.
1. Evaluation = (good-bad) (untimely-timely)
(use less -useful ) (promi s 1 ng-d i sappoint i ng)
2. Potency = (weak-strong) (deep-shallow)
3. Receptivity = (boring-interesting)
(attent i ve- 1 nattent i ve)
4. Activity = (passive-active) (slow-fast)
A comparison in mean polarity scores for these factors is then
made between the pre- and posttests. This is done for each of the
three concepts: "Conflict," "Assertiveness," and "Listening."
Procedures for determining participants' attitudes toward their experi-
ence with the conflict management workshop through the use of a follow-
up questionnaire . After each workshop a random sample of approximately
that workshop was selected to receive40 percent of the participants in
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a follow-up questionnaire. Because of the relatively small number of
participants In each workshop, It was decided to choose those who would
receive the follow-up questionnaires In the following manner. First,
each workshop participant filled out an Index card with his name, ad-
dress, and phone number. When the workshop was over, the cards were
shuffled and, without looking at the cards, the name of the first Indi-
vidual to receive a follow-up questionnaire was picked. The cards were
shuffled again, and the name of a second recipient was picked. The pro-
cess was repeated until the names of approximately forty percent of each
group of workshop participants were chosen.
The Individual whose name was on the first card received "Form A"
of the follow-up questionnaire. The second Individual received "Form
B" and so on, until each person In the sample of thirty-three received
either Form A or Form B of the follow-up questionnaire.
Follow-up questionnaires were mailed to recipients within two
weeks of their having completed the workshop. A postage-paid return
envelope was enclosed to facilitate the return of completed quest lon-
na I res
.
The number of follow-up questionnaires sent to workshop partici-
pants returned Is shown In Table 7.
The data In Table 7 show that eight of the first group of workshop
participants were sent follow-up questionnaires and that five returned
them. Four participants from the second group were sent follow-up ques-
tionnaires, and four returned them. The same was true for the third
group of workshop participants. Eleven participants from the fourth
group were sent follow-up questionnaires and six returned them.
All
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six of the participants from the fifth group who were sent follow-up
questionnaires returned them. In all, twenty-five out of a random
sample of thirty-three workshop participants completed and returned
follow-up questionnaires.
TABLE 7
THE NUMBER OF FOLLOW-UP QUESTIONNAIRES SENT
AND THE NUMBER OF COMPLETED QUESTIONNAIRES RETURNED
Categories
:
Number
Sent
Quest ionnai res
Number
Returned
Percent
Returned
Follow-up Questionnaires: 33 25 75.7
Follow-up Questionnaires by
Group of Participants:
Group 8 5 62.5
Group §1 h 4 100.0
Group h 4 100.0
Group 1
1
6 54.5
Group #5 6 6 100.0
The follow-up questionnaire; Form A . Participants were asked to respond
to a number of "closed" and "open-ended" questions on "Form A" of a
printed questionnaire after experiencing the conflict management work-
shop. Descriptions of the content and rationale for these questions
are presented in the following sections.
Questions relating to the degree of interest and value of the work-
shop to participants . There were two "closed" questions designed to
determine the value to the participants of the key topics presented in
the workshop. These two questions are shown in Figure 26.
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Figure 26. Questions to determine value of key topics presented.
Questions regarding willingness to recommend, use, and share infor-
mation and skills gained . Those "closed" questions concerned with so-
liciting responses regarding the participants' willingness to recommend,
use, and share the information and skills gained in the workshop are
shown in Figure 27.
5. Did the workshop
attend a similar
stimulate you to encourage your co-workers to
conflict management workshop in the future?
a. Yes b. No
6. Did the workshop stimulate you to discuss the information and
techniques presented with your co-workers?
a . Yes b . No
7. Since taking the workshop, have you tried using any of the in-
formation and techniques you learned in dealing with co-workers,
subordinates, or clients?
a. Yes b. No
Figure 27. Questions regarding willingness to recommend, use
and share information and skills gained.
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Questions regarding the one-day format and time for practicing
SikJ_lJ_^. "Closed" questions were used to elicit from participants their
reactions to the one-day format of the workshop and to the amount of
time allotted to practicing skills. These questions are presented in
Figure 28.
8. To insure maximum effectiveness, should the conflict management
workshop be kept to a one-day workshop, expanded to two days,
or reduced to half-day?
a. one-day b. two-days c. half-day
10. Was the time allotted in the workshop for practicing skills
sufficient?
a. Yes b. No
Figure 28. Questions regarding the one-day format and time for
practicing skills.
Questions regarding monetary value of the workshop . One "closed"
question was asked to elicit the monetary value participants might place
on attending the conflict management workshop. This question is shown
in Figure 29.
9. How much would you be willing to pay to attend a one-day workshop
similar to the conflict management workshop you participated in?
d. $50
e. Less than $50
a. $250
b. $200
c. $100
Figure 29. Question regarding monetary value of workshop to
part i c
i
pants
.
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Open-ended questions . The key concepts presented in the workshop
were: a) personal conflict style, b) problem ownership, c) responding
skills, d) assertiveness, e)"shifting gears", and e) mutually acceptable
problem solving. Two "open-ended" questions were asked to elicit par-
ticipants' reasons for designating one of these key concepts as most
valuable and another as 1 east valuable. These questions are shown in
Figure 30.
2. In the above list of topics, you have marked the one that you
felt was of most value to you in dealing with conflicts. Please
state below the reason (s) why you felt this topic had the most
value for you.
4. In the above list of topics, you have marked the one that you
felt had the least value for you in dealing with conflict.
Please state below the reason(s) why you felt this topic had the
least value for you.
Figure 30. Questions to elicit reasons for perceived mos^ valu-
able and least valuable concepts.
The follow-up questionnaire: Form B . "Form B" of the follow-up ques-
tionnaire was similar in format to "Form A" in that it contained both
"closed" and "open-ended" questions about the conflict management work-
shop. Descriptions of the content and rationale for these questions
are presented in the following sections.
Questions relating to the sufficiency of treatment of each of the
key concepts presented in the workshop . One "closed" question was de-
signed to determine which of the key concepts presented was perceived
by the participants as requiring more indepth treatment. This question
is presented in Figure 31.
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Figure 31. Question to determine which concept (s) require more
indepth treatment.
Question relating to the amount of material covered in the work-
shop . One "closed" question asked participants to indicate whether they
perceived the amount of material covered in the workshop as too much,
not enough, or about right. This question is shown in Figure 32.
2. The amount of material covered in the workshop was:
a. too much b. not enough c. about right
Figure 32. Question to elicit reaction to the amount of material
presented
.
Questions to determine understanding of conflict management as a
concept, commitment to using skills learned, and confidence that using
skills will lead to more effective conflict management . Three "closed"
questions sought the perceptions of the participants regarding their
understanding of the factors related to using the information and skills
learned in dealing with future conflicts and the degree of their confi-
dence that, as a result of experiencing the workshop, they would deal
more effectively with future conflicts. These questions are shown in
Figure 33.
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Figure 33. Questions to determine understanding of the conflict
management concept and commitment to, and confidence in, using skills.
Question to determine whether the participant saw the workshop as
valuable enough to recommend to a colleague . One "closed" question was
asked to determine if, and with what degree of enthusiasm, a participant
would recommend that a colleague attend a future conflict management
workshop. This question is shown in Figure 3^.
6. 1 wi 1 1 likely recommend to a colleague that he/she attend a fu-
ture conflict management workshop.
a. strongly agree d. disagree
b. agree e. strongly disagree
c. undecided
Figure 34. Question to determine if participant would recommend
workshop to a colleague.
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Open-ended questions
. The concepts on which the conflict manage-
ment workshops were based were presented in a series of handouts that
were distributed to participants. One "open-ended" question was asked
to elicit participants' reactions to the handouts. This question is
shown in Figure 35.
3. Please give your reaction to the handouts distributed during the
workshop (quantity, quality, usefulness, etc.)
Figure 35. Question to elicit reactions to the handouts distrib-
uted during the workshop.
One "open-ended" question was asked to determine what new ideas,
concepts, or skills participants had gained as a result of experiencing
the workshop. This question is shown in Figure 36.
8. Please list three specific ideas, concepts, or skills you have
gained from this workshop. Focus on those ideas, concepts, or
skills that you had not encountered before participating in
this workshop.
Figure 36. Question to determine ideas, concepts, and skills
gained from the workshop.
Finally, two "open-ended" questions were asked to determine what
participants perceived as the major strengths and weaknesses of the
conflict management workshop. These questions are illustrated in Figure
37.
Responses to questions on the follow-up questionnaire are discussed
and analyzed in Chapter V. Where there are similar questions in both
forms of the follow-up questionnaire, appropriate parallels are drawn.
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Figure 37. Questions to determine major strengths and weaknesses
of the workshop as perceived by participants.
Summary
This chapter presented a description of the study population and
the procedures used to gather and process data. The information
acquired through the use of these assessment procedures is analyzed and
findings are presented in the next chapter.
CHAPTER V
PRESENTATION AND ANALYSIS OF
THE FINDINGS
The last chapter presented a description of the study population
and of the methods used in gathering and processing data. In this chap-
ter an analysis of the data is presented to determine the suitability
of the four to six hour conflict management workshop for selected state
agency personnel. Of the original study population of eighty-two, 92
percent or seventy-four complete sets of data were collected. This
presentation and analysis of the findings, therefore, is based on seven-
ty-four complete sets of data.
Chapter V contains three major sections: 1) Results of the Cogni-
tive Pretest/Posttest; 2) Results of the Semantic Differentials for the
concepts, "Conflict," "Assertiveness," "Listening," and "One-Day Con-
flict Management Workshop; and 3) Results of the Follow-up Question-
naires to Determine the Attitudes Toward the Workshop of a Random Samp-
ling of Participants.
Results of the Cognitive Pretest/Posttest
The data in Table 8 Indicate that the study population (N=7^)
scored a mean of 2.8 (S.D.=1.7) on the cognitive pretest. The mean
score on the cognitive posttest was 6.0 (S.D.=2.2). The difference be-
tween the mean score on the pretest and the mean score on the posttest
was 3.2. The probability of getting a t value of 10.9 (D.F.=73) by
chance is so remote (.001) that it may be assumed that the improvement
no
in cognitive learning, as shown by the difference between the pretest
and the posttest, resulted from participation in the workshop.
TABLE 8
RESULTS OF THE COGNITIVE PRETEST/POSTTEST FOR
THE STUDY POPULATION (N=7^)
Di ffer- t Proba-
Mean S.D. ence Va 1 ue D.F. b i 1 i ty
Pretest 2.8 1.7
3.2 10.9 73 .001
Posttest 6.0 2.2
Figure 38 compares the scores of the study popu lation on the cogni
tive pretest and posttest. The differences are very significant. For
example, while thirty-three participants scored 2 or less on the pre-
test, only seven scored 2 or less on the posttest. While twenty-n i ne
scored 3 or 4 on the pretest, only eleven did so on the posttest. While
nine scored 5 or 6 on the pretest, more than twice as many participants
scored 5 or 6 on the posttest. For the upper end of the scale, the
change was even more significant. While only two participants scored
7 or 8 on the pretest, twenty-three scored 7 or 8 on the posttest.
Finally, while only one participant scored 9 or 10 on the pretest, ten
scored 9 or 10 on the posttest. Figure 38 is further evidence that cog-
nitive learning took place during the conflict management workshop.
Results of the cognitive pretest/posttest with sex as a variable. The
data in Table 9 indicate that females (N=34) in the study
population had
a mean difference between their scores on their cognitive
pretests and
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Figure 38. Comparison of the scores on the cognitive
pretest/posttest (N=74)
.
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posttest of 2.9 (S.D.-2.7). Males (N-4o) in the study population had a
mean difference between their pretests and posttests of 3.4 (S.D.»2.4).
The difference between males and females (0.5) was not significant at
the .05 level (F=.59). What this indicates is that sex had no signifi-
cant bearing on cognitive learning, as measured by the mean difference
between the pretest and the posttest.
TABLE 9
RESULTS OF THE COGNITIVE PRETEST/POSTTEST
WITH SEX AS A VARIABLE
Mean
D 1 fference F Proba-
Sex Pre/Post S.D. Ratio D.F. b i 1 i ty
Females (N=34) 2.9 2.7
.59^ 1,72 .447
Males (N=40) 3 .^ 2.4
^Not significant
Results of the cognitive pretest/posttest with highest level of educa-
tion completed as a variable. The data in Table 10 indicate that mem-
bers of the study population who had only completed high school (N-12)
had a mean difference between their pretests and posttest of 4.4 (S.D.=
2.7). Those who had completed a bachelor's degree (N=17) had a mean
Jiff0 rence of 3*8 (S.D. — 1.6). Those who had comp 1 e ted a ma s ter s de
gree (N=33) had a mean difference of 2.6 (S.D.=2.5). Participants with
the C.A.G.S. (N=7) had a mean difference of 2.2 (S.D.=2.2), while those
with the doctorate (N=5) had a mean difference of 3*2 (S.D.— 3*7)- The
standard deviations, especially for those with the doctorate, showed
a
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considerable divergence from the means. Interestingly, those who com-
pleted only high school showed the greatest mean difference between
their pretests and posttests. Statistically, however, highest level of
education completed Is Insignificant at the .05 level (F-1.69). The
highest level of education completed by participants, therefore, had no
significant bearing on cognitive learning, as measured by the mean diff-
erence between the pretest and posttest.
TABLE 10
RESULTS OF THE COGNITIVE PRETEST/POSTTEST WITH
HIGHEST LEVEL OF EDUCATION COMPLETED AS A VARIABLE
Highest Level
of Education
Completed
Mean
D 1 f ference
Pre/Post S.D.
F
Ratio D.F.
Proba-
bility
High School
(N-12
4.4 2.7
Bachelor'
s
(N-17) 3.8
1.6
1.69^ 4,69 .169
Master's
(N-33)
2.6 2.5
C.A.G.S.
(N-7)
2.2 2.2
Doctorate
(N-5)
3.2 3.7
^Not significant
Results of the cognitive pretest/posttest with age as a variable. The
data In Table 11 Indicate that members of the study population between
the ages of 21 and 30 (N-ll) had a mean difference of 2.8 (S.D.-2.1)
be
tween their pretests and posttests. Those between 31-^0 (N=28) had a
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mean difference of 3.5 (S.D.-2.8). Those between 41-50 (N-16) had a
mean difference of 2.5 (S.D.-1.7), while those 51 and over (N-19) had a
mean difference of 3.5 (S.D.»2.8). The difference in the scores was
found to be insignificant at the .05 level (F«.68). Age, therefore, had
no significant bearing on cognitive learning, as shown by the mean dif-
ference between the prestest and the posttest.
TABLE 11
RESULTS OF THE COGNITIVE PRETEST/POSTTEST
WITH AGE AS A VARIABLE
Mean
D i fference F Proba-
Age Pre/Post S.D. Ratio D.F. bi 1 i ty
21-30 (N=l 1) 2.8 2.1
1 o (N=28) 3.5 2.8
41-50 (N=16) 2.5 1.7
51-Over (N=19) 3.5 2.8
^Not significant
Results of the cognitive pretest/posttest with department affiliation as
a variable. The data in Table 12 indicate that members of the study
population affiliated with the Department of Education (N=40) had a mean
difference between their pretests and posttests of 2.2 (S.D.=2.2). Those
affiliated with the Department of Mental Health (N=9) had a mean differ-
ence of 6.3 (S.D.=2.8). Those affiliated with the Department of Public
Welfare (N=5) had a mean difference of 4.4 (S.D.=1.5), while those af-
filiated with the Rehabilitation Commission (N=5) had a mean difference
of 3.2 (S.D.=1.3). Participants from all other state agencies
(N-15)
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had a mean difference of 3-6 (S.D.=1.9).
TABLE 12
RESULTS OF THE COGNITIVE PRETEST/POSTTEST WITH
DEPARTMENT AFFILIATION AS A VARIABLE
Mean
Di fference F Proba-
Department Pre/Post S.D. Ratio D.F. b i 1 i ty
Education (N=A0) 2.2 2.2
Mental Health
(N=9) 6.3
2.8
Publ i c Welfare
(N=5)
k.k 1.5 7.01^ 4,69 .001
Rehab i 1 i tat ion
Commission (N=5) 3.2
1.3
Other State
Agencies (N=15)
3.6 1.9
^Signi f leant at . 001 level of var i ance
Mean differences between the pretests and the posttests range from
a low of 2.2 for the Department of Education to a high of 6. 3 for the
Department of Mental Health. These differences are highly significant
at the .001 level (F=7.0l). It may be concluded, therefore, that de-
partment affiliation did have a significant bearing on cognitive learn
ing, as measured by the mean differences between the pretest and
the
posttest. Figure 39 graphically illustrates the dramatic change
from
pretest to posttest for the nine participants from the
Department of
Mental Health.
Scores
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Pretest
Posttest
Figure 39. Comparison of scores on the cognitive
pretest/posttest for participants from the Department of
Mental Heal th (N=9)
.
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Results of the cognitive pretest/posttest with primary conflict handUnc^
nK)de, as indicated by the Thomas- Ki Imann Conflict Mode Instrument^ as a
variable. The data in Table 13 indicate that members of the study popu-
lation with a "Compromising" primary conflict handling mode (N=20) had
a mean difference between their pretests and their posttests of 3.2
(S.D.=2.6). Those with a "Dominating" primary conflict handling mode
(N=6) had a mean difference of 4.5 (S.D.=2.7). Those with an "Integra-
tive" primary conflict handling mode (N=l6) had a mean difference of 2.5
(S.D.=2.8). Those with a "Self-sacrificing" primary conflict handling
mode (N=4) had a mean difference of 2.5 (S.D.=1.7), while those with a
"Withdrawal" primary conflict handling mode (N=16) had a mean difference
of 2.5 (S.D.*1.7). The remainder of the study population (N=12) had two
or more primary conflict handling modes. This group had a mean differ-
ence of 4.5 (S.D.=2.4). Interestingly, the group with an "Integrative"
conflict handling mode--the approach advocated in the workshop--did no
better than any other group. Thus, the differences attributed to pri-
mary conflict handling mode, as indicated by the Thomas-Ki Imann Conflict
Mode Instrument
,
are not significant at the .05 level analysis of vari-
ance (F=1.6).
Results of the Semantic Differentials
for the Concepts "Conflict," "Assertiveness,"
"Listening," and "One-Day Conflict Management Workshop"
Semantic differential scales were used to elicit attitudinal data
about the conflict management workshop. Specifically, scales were used
to determine the connotative meanings of the concepts, "Conflict,"
"Assertiveness," and "Listening," for the participants both before and
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after experiencing the workshop. The connotative meaning of a fourth
concept, "One-Day Conflict Management Workshop" was determined only
after the workshop experience.
TABLE 13
RESULTS OF THE COGNITIVE PRETEST/POSTTEST WITH PRIMARY
CONFLICT HANDLING MODE, AS INDICATED BY THE
THOMAS-KILMANN CONFLICT MODE INSTRUMENT
AS A VARIABLE
Primary Conf 1 i ct
Handling Mode
Mean
D i fference
Pre/Post S.D.
F Proba-
Ratio D.F. bi 1 ity
Compromising (N=20) 3.2 2.6
Dominating (N=6) 4.5 - 2.7
Integrative (N=16) 3.5 2.8 1.6^ 5,68 .173
Self-sacrificing (N=4) 2.5 1.7
Withdrawal (N=l6) 2.5 1.7
*0ther (N=12) 4.5 2.4
^Not significant
*
• 1
Indicates two or more primary styles
Results of the semantic differentials for the concept "Conflict." Table
]U presents a comparison of the results of the responses, before and
after experiencing the conflict management workshop, for the concept
"Conflict." These responses are related to the factors of evaluation,
receptivity, potency, and activity.
The mean score for the evaluation factor was 3.2 (S.D.=l.l) on the
pretest and 4.0 (S.D.=l.l) on the posttest. The difference in the score
was .8. The t value of 5.70 (D.F.=73) is highly significant at the
.001
level. After experiencing the workshop, participants clustered
around
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the mean in their response to the concept "Conflict." There was little
divergence of opinion. It is reasonable to conclude, therefore, that
the workshop had a positive effect with regard to the evaluation factor.
After experiencing the workshop, participants found the concept "Con-
flict" more timely, useful, and promising than before experiencing the
workshop.
TABLE 14
RESULTS OF THE PRE AND POST SEMANTIC DIFFERENTIALS FOR
"CONFLICT" FOR THE STUDY POPULATION (N=74)
Factors
Pretest
Mean S.D.
Posttest
Mean S.D.
Di f fer-
ence
t
Value D.F.
Proba-
bility
Evaluation 3.2 1.1 4.0 1.1 .8 5.70^ 73 .001
Recepti vi ty 4.3 .9 4.6 .9 .3 2.65*^ 73 .01
Potency 4.2 1.0 1.0 .4 .4 3.01^^ 73 .004
Act i vi ty 4.4 1 .2 4.5 .9 .1 .gi'^ 73 .368
^Significant at .001 level analysis of variance
^Significant at .01 level of variance
^Not significant
For the receptivity factor, the mean score was 4.3 (S.D.-.9) on the
pretest and 4.6 (S.D.=9) on the posttest. The difference in the mean was
.3. Again, the t value of 2.65 (D.F.=73) is highly significant at the
.01 level. The participants clustered around the mean for the posttest,
indicating little divergence of opinion with regard to the receptivity
factor. After experiencing the workshop, participants found the
concept
"Conflict" more interesting than before experiencing the workshop.
For the potency factor, the mean score on the
prestest was 4.2
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(S.D.=1.0) while the mean score on the posttest was 4.6 (S.D.»1.0)
Here, also, as in the evaluation and the receptivity factors, the differ-
ence in the means of .4 was found to be significant at the .01 level with
a t value of 3.01 (D.F.=73). Participants clustered around the mean in-
dicating little divergence of opinion regarding the potency factor. It
is possible to conclude, therefore, that the participants' attitude to-
ward the concept "Conflict" became more positive, with regard to the
potency factor, as a result of participating in the workshop.
For the activity factor, the mean score on the test before experien-
cing the workshop was 4.4 (S.D.=1.2). After experiencing the workshop
the mean score was 4.5 (S.D.=.l). The difference in the means (.1) is
the smallest for any of the four factors and was not found to be signif-
icant at the .05 level, where the t value is .91 (D.F.=73). Apparently,
attending the workshop had no significant effect on participants' atti-
tude toward "Conflict" with regard to the activity factor.
Results of the semantic differential for the concept "Assertiveness."
Table 15 presents the results of the responses of the participants, be-
fore and after experiencing the conflict management workshop, for the
concept "Assertiveness." Again, responses are related to the factors
of evaluation, receptivity, potency, and activity.
The mean score for the evaluation factor was 4.7 (S.D.=.9) on the
pretest and 4.9 (S.D.=.8) on the posttest. The difference was .2. Sta-
tistically, the difference is just barely significant at the .05 level,
where the t value is 2.01 (D.F.=73). Participants clustered around the
mean indicating little divergence of opinion with regard to the evalua-
tion factor. It is possible to conclude, therefore, that the slight
.X
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improvement in the participants' attitude toward Assertiveness," with re-
gard to the evaluation factor, is attributable to attendance at the work-
shop.
TABLE 15
RESULTS OF THE PRE AND POST SEMANTIC DIFFERENTIALS FOR
1
'ASSERT 1IVENESS" FOR THE STUDY POPULATION (N=74)
Factors
Pretest
Mean S.D.
Posttest
Mean S.D.
Differ-
ence
t
Value D.F.
Proba-
bility
Evaluation 4.7 .9 4.9 .8 .2 2.01® 73 .049
Recept i vi ty 4.6 1.1 4.8 .9 .2
1.44b 73 .155
Potency 4.6 1.0 4.8 .8 .2 1.74b 73 .086
Act i vi ty 4.8 .9 4.9 .8 .1 .43^ 73 .671
^Significant at .05 level analysis of variance
^Not significant
For the receptivity factor, the mean score on the pretest was 4.6
(S.D.=1.1). The mean score on the posttest was 4.8 (S.D.=.9). The dif-
ference was .2. The t value of 1.44 (D.F.=73) is not significant at the
.05 level. There was no significant statistical change, therefore, in
the participants' attitude toward the concept "Assertiveness," with re-
gard to the receptivity factor, as a result of attending the workshop.
The same is true for the potency factor. Here, the mean score
on
the pretest was 4.6 (S.D.=1.0), on the posttest 4.8 (S.D.=.8).
The dif-
ference in these means was .2. Again, the t value 1.74 is
not signifi-
cant at the .05 level. Attendance at the workshop,
therefore, ahd no
statistically meaningful effect on the participants'
attitude toward
"Assertiveness," with regard to the potency factor.
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For the activity factor, the mean score for the pretest was A.
8
(S.D.=.9). The posttest mean was 4.9 (S.D.=.8). The difference was .1.
The difference here is even more insignificant than for the receptivity
and potency factors, given the t value of .43 (D.F.=73) and a probabili-
ty of .671, where any value exceeding the .05 level analysis of variance
is not significant.
It is reasonable to conclude, therefore, that, with regard to the
factors of evaluation, receptivity, potency, and activity, participants'
attitudes toward the concept of "Assertiveness" were not significantly
changed as a result of attending the workshop.
Results of the semantic differentials for the concept "Listening."
Table 16 presents the results of the responses of participants, before
and after experiencing the conflict management workshop, for the concept
"Listening." Responses are related to the factors of evaluation, recep-
tivity, potency, and activity.
TABLE 16
RESULTS OF THE PRE AND POST SEMANTIC DIFFERENTIALS FOR
"LISTENING" FOR THE STUDY POPULATION (N=74)
Factors
Pretest
Mean S.D.
Posttest
Mean S.D.
Differ-
ence
t
Va 1 ue D.F.
Proba-
bility
Eva 1 uat i on LTV .6 5.2 .7 -.2 1.38^ 73 .170
Receptivi ty 5.0 1.0 5.1 .8 .1 1.15^ 73 .256
Potency 4.7 1.0 4.8 .9 . 1 .51^ 73 .609
Act i vi ty CM 1.3 4.3 1 .
1
.1 .16^ 73 CMOO
^Not significant
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The mean score for the evaluation factor Is 5.4 (S.D.».6) for the
pretest, and 5.2 (S.D.=.7) for the posttest. The difference
-.2, though
insignificant statistically, is the only case where participants appear
to have adopted a more negative attitude after experiencing the workshop.
For the receptivity factor, the mean score on the pretest was 5.0
(S.D.=1.0). The mean score on the posttest was 5.1 (S.D.=.8). The dif-
ference was .1. The difference is insignificant at the .05 level, where
the t value is 1.15 (D.F.=73). Participants' attitude toward "Listen-
ing," with regard to the receptivity factor, did not change significant-
ly as a result of attending the workshop.
For the potency factor, the mean prior to experiencing the work-
shop was 4.7 (S.D.=1.0). After experiencing the workshop the mean was
4.8 (S.D.=.9). The difference between the means was .1. The difference
is not significant, given the t value of .51 (D.F.=73). With regard to
the potency factor, therefore, the workshop had no significant effect on
participants' attitude toward the concept of "Listening."
For the activity factor the mean on the pretest was 4.2 (S.D.=1.3),
and the mean on the posttest was 4.3 (S.D.=1.1). The difference was .1.
The difference is not significant, given a t value of .16 (D.F.=73) and
a very high probability (.872) that this could have occurred by chance.
It would appear, therefore, that, with regard to the factors of
evaluation, receptivity, potency, and activity, participants' attitude
toward the concept of "Listening" was not significantly changed as a
result of participating in the workshop.
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Results of the semantic differentials for the concept "One-Day Conflict
Management Workshop ." Table 17 presents the results of the responses
of the participants toward the concept "One-Day Conflict Management
Workshop." Since a one-day conflict management workshop is a new de-
velopment, participants were asked to react to the concept only after
experiencing the workshop. The mean scores for all four factors are
above 3-0, which represents neutral on the scale. Mean scores, there-
fore, are closer to the positive end of the semantic differential
scale.
TABLE 17
RESULTS OF THE POST ONLY SEMANTIC DIFFERENTIALS
FOR "ONE-DAY CONFLICT MANAGEMENT WORKSHOP"
FOR THE STUDY POPULATION (N=74)
Factors Mean S.D.
Evaluation 4.8 1.0
Recept i v i ty 4.7 1 .
1
Potency 4.3 1 .2
Activl ty 4.7 1 .
The mean score for the evaluation factor was 4.8 (S.D.=1.0). For
the receptivity factor the mean score was 4.7 (S.D.=1.1). For the po-
tency factor the mean score was 4.3 (S.D.=1.2). Finally, for the activ-
ity factor the mean score was 4.7 (S.D.=l.l).
Figure 40 graphically illustrates the frequency of responses of the
study population itself (N=74) to the concept "One-Day Conflict Manage-
ment Workshop," with regard to the evaluation factor. Given a semantic
differential scale where 0.0 represented the most negative attitude
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Figure 40. Frequencies for the post only semantic
differentials for "One-Day Conflict Management Workshop"
evaluation factor (N"74).
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toward the concept, and 6.0 represented the most positive attitude to-
ward the concept, forty-two percent of the participants rated the work-
shop 5.1 to 6.0, for the evaluation factor. Figure l+l shows that the
same percentage rated the workshop 5.1 to 6.0 for the receptivity fac-
tor. Figure k2 shows that twenty-eight percent, a smaller but still
highly significant number, rated the workshop 5.1 to 6.0 for the poten-
cy factor, while Figure 43 shows that thirty-three percent rated the
workshop 5.1 to 6.0 for the activity factor.
Results of the semantic differentials for the concept "One-Day
Conflict Management Workshop" with sex as a variable . The data in Table
18 indicate the results of the semantic differentials for the concept
"One-Day Conflict Management Workshop" with sex as a variable.
TABLE 18
RESULTS OF THE POST ONLY SEMANTIC DIFFERENTIALS
FOR "ONE-DAY CONFLICT MANAGEMENT WORKSHOP"
WITH SEX AS A VARIABLE
Factors
Females
Mean
(N=34)
S.D.
Males
Mean
(N=40)
S.D.
F
Ratio D.F.
Proba-
bility
Eva 1 uat i on 4.8 1.1 4.8 .9 .023^ 1,72 .881
Receptivi ty 4.8 1 .
1
4.7 1.1 .078^ 1,72 .781
Potency 4.4 1.1 4.3 1.2 .430^ 1,72 .514
Act i vi ty 4.8 1.1 4.6 1 .0
1.03" 1,72 .313
^Not significant
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Figure 4l . Frequencies for the post only semantic
differentials for "One-Day Conflict Management Workshop"
receptivity factor.
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Figure 42. Frequencies for the post only semantic
differentials for "One-Day Conflict Management Workshop"
potency factor.
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Figure 43. Frequencies for the post only semantic
differentials for the "One-Day Conflict Management Work-
shop" activity factor.
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For the evaluation factor, females had a mean of 4.8 (S.D.»l.l)
while males had a mean of 4.8 (S.D.=.9). The difference is not signifi-
cant at the .05 level (F=.023). Sex was not sigificant with regard to
the evaluation factor.
For the receptivity factor, females had a mean of 4.8 (S.D.=1.1).
Males had a mean of 4.7 (S.D.=1.1). The difference is also insignifi-
cant at the .05 level (F=.078). Sex was not significant with regard to
the receptivity factor.
The mean for females for the potency factor was 4.4 (S.D.=1.1).
For males the mean was 4.3 (S.D.=1.2). Again, with regard to the poten-
cy factor, there is no significant difference at the .05 level (F=.430).
For the activity factor, females had a mean of 4.8 (S.D.=l.l).
Males had a mean of 4.6 (S.D.=1.0). This is not a significant differ-
ence at the .05 level (F=1.03). Sex was not significant with regard to
the activity factor.
Sex, therefore, was not a significant variable affecting the re-
sults of the semantic differentials for the concept "One-Day Conflict
Management Workshop," with regard to the factors of evaluation, recep-
tivity, potency, and activity.
Results of the semantic differentials for the concept "One-Day
Conflict Management Workshop" with highest level of education completed
as a variable. The data in Table 19 indicate the results of the seman-
tic differentials for the concept "One-Day Conflict Management Workshop"
with highest level of education completed as a variable.
For the evaluation factor, those who had completed only high school
had a mean of 4.9 (S.D.=1.0). Those with a bachelor's degree had a mean
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of 4.6 (S.0.=1.2). Those with a master's degree had a mean of 4.9
(S.D.=.8), while those with a C.A.G.S. had a mean of 5.3 (S.D.=.8).
Holders of the doctorate had a mean of 3-9 (S.D.=1.2). The difference
is insignificant at the .05 level (F=1.68).
For the receptivity factor, those who had completed only high
school had a mean of 5.1 (S.D.=1.4). Those with a bachelor's degree had
a mean of 4.7 (S.D.=1.3). Those with a master's degree had a mean of
4.6 (S.D.=1.0). Those with a C.A.G.S. had a mean of 4.8 (S.D.=l.l),
while those with a doctorate had a mean of 4.6 (S.D.=.8). The differ-
ence in these means is not significant at the .05 level (F=.400).
For the potency factor, those who had completed only high school
had a mean of 4.5 (S.D.=1.4). Those with a bachelor's degree had a
mean of 4.2 (S.D.=1.4). Those with a master's degree had a mean of 4.3
(S.D.=l.l), while those with a C.A.G.S. had a mean of 4.5 (S.D.=l.l).
Those who had completed doctorates had a mean of 4.3 (S.D.=.8). The
difference in these means is insignificant at the .05 level (F=.157).
The mean for those with only a high school diploma for the activity
factor was 4.6 (S.D.=1.0). Those with a bachelor's degree had a mean of
4.4 (S.D.=1.2). Those with a master's degree had a mean of 4.9 (S.D.=
1.1). Those with a C.A.G.S. had a mean of 4.6 (S.D.=l.l), and those
with a doctorate had a mean of 4.4 (S.D.=.8). The difference is not
significant at the .05 level (F=.719)-
Highest level of education completed, therefore, was not a signifi-
cant variable affecting the results of the semantic differentials for
the concept "One-Day Conflict Management Workshop," with regard to the
factors of evaluation, receptivity, potency, and activity.
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Results of the semantic differentials for the concept "One-Day
Conflict Management Workshop" with age as a variable
. The data in
Table 20 indicate the results of the semantic differentials for the
concept "One-Day Conflict Management Workshop" with age as a variable.
The mean for the 21-30 age group was 4.5 (S.D.=1.3) for the evalu-
ation factor. Those in the 31-40 age group had a mean of 4.6 (S.D.=.9).
The mean in the 41-50 age group was 5.2 (S.D.=.8), while those in the
51 and over age group had a mean of 4.8 (S.D.=1.0). The differences in
these means in insignificant at the .05 level (F=1.41).
The mean for the 21-30 age group was 4.6 (S.D.=1.3) for the recep-
tivity factor. The mean for the 31-40 age group was 4.5 (S.D.=1.2),
while those in the 41-50 age group had a mean of 5.0 (S.D.=.9). The
51 and over age group had a mean of 5.0 (S.D.=.9). Again, the differ-
ence in these means is not significant at the .05 level (F=1.15).
For the potency factor, the mean for the 21-30 age group was 4.1
(S.D.=1.4). Those in the 31-40 age group had a mean of 4.1 (S.D.=1.2).
Those in the 41-50 age group had a mean of 4.8 (S.D.=l.l), and those in
the 51 and over age group had a mean of 4.6 (S.D.=.9). Although the
difference in these means is not statistically significant at the .05
level (F=2.39), it is interesting to note the difference in the means
of participants 40 and under with those 40 and older. Apparently, the
trend is toward significance for the over 40 group.
For the activity factor, the mean for the 21-30 age group was 4.5
(S.D.=1.4). The mean for the 31-^0 age group was 4.5 (S.D.=l.l). For
the 41-50 age group, the mean was 5.0 (S.D.=.9), while those 51
and over
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had a mean of 4.8 (S.D.=.9). With regard to this activity factor, the
difference In these means In Insignificant at the .05 level (F-.77).
Age, therefore, was not a significant variable affecting the re-
sults of the semantic differentials for the concept "One-Day Conflict
Management Workshop," with regard to the factors of evaluation, recep-
tivity, potency, and activity.
Results of the semantic differentials for the concept "One-Day
Conflict Management Workshop" with department affiliation as a variable .
Table 21 presents the results of the semantic differentials for the con-
cept "One-Day Conflict Management Workshop" with department affiliation
as a variable.
For the evaluation factor, those from education had a mean of 4.9
(S.D.=.9), while those from Mental Health had a mean of 5.3 (S.D.=.6).
The mean for those from Public Welfare was 4.7 (S.D.=.7). Those from
the Rehabilitation Commission had a mean of 4.9 (S.D.=1.4). Those from
other state agencies had a mean of 4.2 (S.D.=1.2). These differences
are not significant at the .05 level (F=1.85).
For the receptivity factor, those from education had a mean of 4.9
(S.D.=.9). The mean for those from Mental Health was 5.0 (S.D.=.8).
Those from Public Welfare had a mean of 5.3 (S.D.=.8), while those from
the Rehabilitation Commission had a mean of 4.7 (S.D.=1.5). Those from
the other state agencies had a mean of 4.1 (S.D.=1.5). The difference
in these means is not significant at the .05 level (F=1.63).
For the potency factor, the mean for those from education
was 4.5
(S.D.=l.l), while those from Mental Health had a mean of 4.5 (S.D.=1.0)
The mean for those from Public Welfare was 4.8 (S.D.=.7).
Those from
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the Rehabilitation Commission had a mean of (S.D.».9). The mean
for those from other state agencies was ^.0 (S.D.«1.4). These differen-
ces are insignificant at the .05 level (F=1.59).
Those from education had a mean of 4.8 (S.D.=1.1) for the activity
factor. The mean for those from Mental Health was 5.0 (S.D.».7). Those
from Public Welfare had a mean of 4.7 (S.D.=1.0). The mean for the Re-
habilitation Commission was 4.7 (S.D.=1.3). Those from other state
agencies had a mean of 4.2 (S.D.»1.2). Again, these differences are
not significant at the .05 level (F=.85).
It is reasonable to conclude, therefore, that department affilia-
tion was not a significant variable affecting the results of the seman-
tic differentials for the concept "One-Day Conflict Management Work-
shop," with regard to the factors of evaluation, receptivity, potency,
and activity.
Results of the semantic differentials for the concept "One-Day
Conflict Management Workshop" with primary conflict handling mode, as
indicated by the Thomas-Ki Imann Conflict Mode Instrument, as a variable .
Table 22 presents the results of the semantic differentials for the con-
cept "One-Day Conflict Management Workshop" with primary conflict hand-
ling mode, as indicated by the Thomas-Ki Imann Conflict Mode Instrument ,
as a variable.
For the evaluation factor, those with a "Compromising" mode had a
mean of 4.6 (S.D.=1.2). Those with a "Dominating" mode also had a mean
of 4.6 (S.D.=1.4). The mean for those with an "Integrative" mode was
4.9 (S.D.=.9). Those with a "Self-sacrificing" mode had a mean of 51
(S.D.=1.0). Those with a "Withdrawal" mode had a mean of 5.0 (S.D.=.6).
Table
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Those who use two or more primary modes of handling conflict had a mean
of 4.8 (S.D.=1.0). The difference in these means is insignificant at
the ,05 level (F=.402).
Those with a "Compromising" mode had a mean of 4.5 (S.D.=1.3) for
the receptivity factor. The mean for those with a "Dominating" mode was
4.0 (S.D.=1.6). Those with an "Integrative" mode had a mean of 4.8
(S.D.=1.1), while those with a "Self-sacrificing" mode had a mean of 5.3
(S.D.=.9). The mean for those with a "Withdrawal" mode was 5.1 (S.D.=
.6). Those with two or more primary modes had a mean of 4.9 (S.D.=1.1).
The difference in these means is not significant at the .05 level (F=
1.29).
For the potency factor, those with a "Compromising" mode had a mean
of 4.2 (S.D.=1.2). Those with a "Dominating" mode had a mean of 3.4
(S.D.=1.5). Those with an "Integrative" mode had a mean of 4.4 (S.D.=
1.3), while those with a "Seif-sacrificing" mode had a mean of 5.3
(S.D.=.9). The mean for those with a "Withdrawal" mode was 4.4 (S.D.=
.9). Those with two or more primary modes had a mean of 4.6 (S.D.=1.0).
The difference in these means is not significant at the .05 level (F=
1
. 50 ).
For the activity factor, the mean for those with a "Compromising"
mode was 4.9 (S.D.=1.0). The mean for those with a "Dominating" mode
was 3.7 (S.D.=1.0). Those with an "Integrative" mode had a mean of 4.3
(S.D.=1.3). Those with a "Self-sacrificing" mode had a mean of 4.8
(S.D.=.8), while those with a "Withdrawal" mode had a mean of 5.1 (S.D.=
.8). Those with two or more primary modes had a mean of 4.7 (S.D.=l.l).
While the differences in the means are not significant at the .05 level
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(F 2.08), the trend is definitely towards significance for the activity
factor.
The trend towards significance for the activity factor aside, it
appears reasonable to conclude that primary conflict handling mode was
not a significant variable affecting the results of the semantic differ-
entials for the concept "One-Day Conflict Management Workshop," with re-
gard to the factors of evaluation, receptivity, potency, and activity.
Interestingly, the attitudes of participants with an "Integrative" ap-
proach to dealing with conf 1 i ct-- the approach advocated by the workshop--
were not significantly different from those using other approaches to
dealing with conflict.
Apparently, none of the variables tested (sex, age, level of educa-
tion completed, departmental affiliation, primary conflict handling
mode) influenced the differences in means among the various groups of
workshop participants. It appears reasonable to conclude, therefore,
that the positive attitude toward the concept "One-Day Conflict Manage-
ment Workshop," is directly attributable to participation in the work-
shop.
Results of the Follow-up Questionnaires to
Determine the Attitudes Toward the Workshop
of a Random Sampling of Participants
The attitudes of participants toward different aspects of the work-
shop were determined by using two different forms of a follow-up ques-
tionnaire. These forms were designated "Form A" and "Form B." Each
contained "open-ended" and "closed" questions. Data showing the results
1^41
of the p3 rt i c
i
pan ts ' reactions to the follow-up questionnaires are pre-
sented in the following sections.
The follow-up questionnaire: Form A
. "Form A" of the follow-up ques-
tionnaire asked participants to respond to a number of "closed" and
"open-ended" questions. In all, out of seventeen participants who re-
ceived Form A of the follow-up questionnaire, thirteen completed and
returned it.
"Closed" questions relating to the degree of interest and value of
the workshop to participants . Tables 23 and 24 present the results of
participants' responses regarding the value to participants of key con-
cepts or topics presented in the workshop.
The data in Table 23 indicate that two respondents found "personal
conflict style" most valuable. Three found the concept "problem owner-
ship" most valuable. Four, the largest number of respondents, found the
topic "responding skills" most valuable, while "assertiveness" and "mu-
tually acceptable problem solving" were each found most valuable by one
respondent. Two respondents found "shifting gears" the most valuable
concept presented in the workshop.
The data in Table 24 indicate that none of the respondents found
the topic "personal conflict style" least valuable. Three found prob
lem ownership" least valuable. None found "responding skills" least
valuable. Four found "assertiveness" least valuable. Two found "shift-
ing gears" least valuable, and four found the concept "mutually
accept-
able problem solving" least valuable.
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TABLE 23
PARTICIPANTS' RESPONSES TO THE QUESTION ASKED
TO DETERMINE WHICH KEY CONCEPT OR TOPIC
THEY FOUND MOST VALUABLE
Key Concept/Topic
Number
of Responses of
Number
Responses
a. personal conflict style 2 15.0
b. problem ownership 3 23.0
c. responding skills 4 31.0
d. assertiveness 1 8.0
e. "shifting gears" 2 15.0
f. mutually acceptable problem solving 1 8.0
Total 13 100.0
TABLE 24
PARTICIPANTS' RESPONSES TO THE QUESTION ASKED
TO DETERMINE WHICH KEY CONCEPT OR TOPIC THEY
FOUND LEAST VALUABLE
Key Concept/Topic
Number
of Responses of
Number
Responses
a. personal conflict style 0 0.0
b, problem ownership 3 23.0
c. responding skills 0 0.0
d. assertiveness 4 31.0
e. "shifting gears" 2 15.0
f. mutually acceptable problenr1 solving 4 31.0
Tota 1 13 100.0
1^3
Closed" questions regarding willingness to recommend, use
^
and
share informati on and skills gained in the workshop
. Table 25 presents
the results of participants' responses regarding thei r wi 1 1 i ngness to
recommend, use, and share information and skills gained in the workshop.
TABLE 25
PARTICIPANTS' RESPONSES TO QUESTIONS ASKED
TO DETERMINE WILLINGNESS TO RECOMMEND, USE,
AND SHARE INFORMATION AND SKILLS GAINED IN THE WORKSHOP
Questions;
YES Response
Number Percent
NO Response
Number Percent
5. Did the workshop stimulate you
to encourage your co-workers to
attend a similar conflict man-
agement workshop in the future?
8 61.5 5 38.5
6. Did the workshop stimulate you
to discuss the information and
techniques with your co-
workers?
9 69.0 4 31.0
7. Since taking the workshop, have
you tried using any of the in-
formation and techniques you
learned in dealing with co-
workers, subordinates, or
cl ients?
9 69.0 4 31.0
The data in Table 25 indicate that eight respondents would recom-
mend the workshops to co-workers, while five would not. Nine indicated
that they had discussed the information and techniques presented in the
workshop with co-workers, while four had not. The data also show that
nine of the respondents had used the information and techniques they
learned in the workshop in dealing with co-workers, subordinates, or
clients, while four had not.
"Closed" questions regarding the one-day format of the workshop.
Table 26 presents the results of participants' responses regarding the
one-day format of the workshop, in relation to the workshop's effective-
ness
.
TABLE 26
PARTICIPANTS' RESPONSES TO QUESTION REGARDING
THE ONE-DAY FORMAT OF THE WORKSHOP
Question
:
Number
of Responses
Percent
of Responses
8. To insure maximum effectiveness,
should the conflict management
workshop be kept to a one-day
workshop, expanded to two days,
or reduced to a half-day?
a. one-day 6 46.0
b. two days 7 54.0
c. half-day 0 0.0
Total 13 100.0
The data in Table 26 indicate that six respondents felt that a one-
day workshop was sufficient to insure maximum effectiveness, while seven
of the respondents believed that the workshop should be expanded to two
days to insure maximum effectiveness. None of the respondents felt that
the workshop would be effective if it were reduced to a half-day format.
"Closed" question regarding the monetary value placed on the work-
shop by participants . Table 27 presents results of the
participants'
responses regarding the monetary value of the workshop.
1^5
TABLE 27
PARTICIPANTS' RESPONSES TO QUESTION REGARDING
THE MONETARY VALUE OF THE WORKSHOP
Question:
Number
of Responses
Percent
of Responses
9. How much would you be willing to
pay to attend a one-day workshop
similar to the conflict manage-
ment workshop you participated
in?
a. $250 0 0.0
b. $200 0 0.0
c. $100 1 7.5
d. $50 4 31.0
e. Less than $50 8 61.5
Total 13 100.0
The data In Table 27 indicate that none of the thirteen respondents
would be willing to pay $250 to attend a similar conflict management
workshop. Nor would any of the respondents pay $200. Only one said he
would pay $100. Four indicated that they would be willing to pay $50 to
attend a similar conflict management workshop. The largest number,
eight, indicated that they would attend a similar conflict management
workshop only if they had to pay less than $50. One respondent commen-
ted, "1 wouldn't attend if I had to pay."
This question provoked significant negative reaction from a number
of participants not included in the random sampling. This investigator
believes these participants felt that this question might precede an at-
tempt by the instructors to recruit them for a future workshop where they
would have to pay a fee. The instructors had no such intention.
1A6
"Closed" question regarding the time allotted for practicing skills.
Table 28 presents results of the participants' responses with regard to
the amount of time allotted to the workshop for practicing skills.
TABLE 28
PARTICIPANT RESPONSES TO QUESTION REGARDING THE
AMOUNT OF TIME ALLOTTED FOR PRACTICING SKILLS
YES Responses NO Responses
Question: Number Percent Number Percent
10. Was the time allotted in the
workshop for practicing
skills sufficient?
4 31.0 9 69.0
The data in Table 28 indicate that only four of the respondents
felt that the time allotted in the workshop for practicing skills was
sufficient, while nine felt it was not. One participant who felt that
the time for practice was sufficient added the comment, "barely."
Another, who did not feel that there was sufficient time for practice,
commented that, "...had the role playing been practiced in small groups
as opposed to one large group, it would have been more effective.
"Open-ended" question regarding the reason(s) why respondents felt
a particular topic presented in the workshop was most valuable in deal-
ing with confl ict . Respondents were asked to indicate why they felt a
particular topic presented in the workshop was most valuable in dealing
with conflict. Their responses are categorized in Table 29.
Two indicated that "personal conflict style" was most
valuable be-
cause it increased self-knowledge. As one of these
respondents commen-
differently from the way others perceive meted, "I perceive myself very
TABLE 29
PARTICIPANTS' CATEGORIZED RESPONSES TO THE OPEN-ENDED QUESTION
REGARDING REASON WHY RESPONDENT FOUND A PARTICULAR TOPIC
PRESENTED IN THE WORKSHOP MOST VALUABLE
Categories:
Number
of Responses
Percent
of Responses
Personal conflict style, example:
Increased self-knowledge 2 15.0
Problem ownership, example:
Increased awareness of tendency to
offer solutions to others' problems
3 23.0
Responding skills, example:
Learned that listening is the key to
problem definition.
h 31.0
Assertiveness, example:
More confident in asserting myself
in conflict situations
1 8.0
"Shifting Gears," example:
Need to get the other ready to re-
ceive what you have to say
2 15.0
Mutually acceptable problem
solving, example:
Need to win at other's expense 1 8.0
worsens conflict situation
Total 13 100.0
Three respondents found the topic "problem ownership" was most val-
uable, because it made them aware that they tend to offer solutions to
others' problems. As one of these respondents commented, "I tend to
'own' many problems and take them as my own, whether they are or not."
Four respondents found "responding skills" most valuable because
they learned that listening is the key to problem definition. According
to one of these respondents, "Listening is, I believe, the key to
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problem identification, and, without an accurate identification of the
problem, the other skills are useless."
One respondent found "assertiveness" most valuable as a tool to
use in conflict situations. As he put it, "I usually withdraw, but
assertiveness gives me a tool to use in conflict situations."
Two respondents indicated that the topic "shifting gears" was most
valuable. As one of them commented, "This is the most important skill
needed to manage a situation. You have to get the other person ready
to receive what you have to say."
Finally, one of the respondents saw "mutually acceptable problem
solving" as the most valuable topic presented in the workshop. As he
suggested, "If one's purpose is to beat the other person, the conflict
will only worsen."
"Open-ended question regarding the reason (s) respondents felt a
particular topic presented in the workshop was least valuable in dealing
wi th conf 1 i ct . Respondents were asked to indicate why they felt a par-
ticular topic presented in the workshop was least valuable in dealing
with conflict. Their responses are categorized in Table 30.
No respondents indicated that "personal conflict style" or "respond-
ing skills" were least valuable.
Three respondents indicated that the topic "problem ownership" was
least valuable, because they did not accept the validity of the concept.
As one of them put it, "I am not convinced that 'ownership' of the prob-
lem is critical. If I recognize a problem, it becomes a problem for
1
1
me
.
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TABLE 30
PARTICIPANTS' CATEGORIZED RESPONSES TO THE OPEN-ENDED QUESTION
REGARDING REASON WHY RESPONDENT FOUND A PARTICULAR TOPIC
PRESENTED IN THE WORKSHOP LEAST VALUABLE
Categor i es
:
Number Percent
of Responses of Responses
Personal conflict style 0 0.0
Problem ownership, example:
Did not buy the concept 3 23.0
Responding skills 0 0.0
Assertiveness, example:
1
, 31.0Already know about this topic
"Shifting Gears," example:
Presentation not clear 2 15.0
Mutually acceptable problem solving,
example:
Not enough time devoted to this topic
4 31.0
Total 13 100.0
Four of the respondents indicated that "assertiveness" was least
valuable. An example of a reason for this was given by a respondent
who stated, "I feel that I have had adequate training in this area and,
therefore, did not pick up a lot of new information."
Two respondents indicated that "shifting gears" was least valuable
for them. A reason stated by one of them was that, "The presentation
of this topic was not clear."
Four respondents indicated that "mutually acceptable" problem solv-
ing" was least valuable. One of these four suggested as a reason that,
"There was not enough time during the workshop to let it [mutually ac-
ceptable problem solving] sink in."
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The follow-up questionnaire; Form B
. "Form B" of the follow-up ques-
tionnaire also asked participants to respond to a number of "closed"
and "open-ended" questions. In all, out of sixteen participants who
received Form B of the follow-up questionnaire, twelve participants
completed and returned it.
"Closed" question related to which topic presented in the workshop
should be expanded
. Table 31 presents the results of participants'
responses, as to which of the topics presented in the workshop should be
expanded and discussed in greater detail.
TABLE 31
PARTICIPANTS' RESPONSES CONCERNING WHICH
TOPICS SHOULD BE EXPANDED IN FUTURE WORKSHOPS
Key Concept/Topi
c
Number
of Responses
Percent
of Responses
a. personal conflict style 3 25.0
b. problem solving 2 17.0
c. responding skills 1 8.0
d. assertiveness 1 8.0
e. "shifting gears" 2 17.0
f. mutually acceptable problem solving 3 25.0
Total 12 100.0
The data in Table 31 indicate that three of the respondents felt
"personal conflict style" should be expanded. Two felt that the topic
"problem ownership" should be expanded. Only one of the respondents
felt that "responding skills" should be expanded. The same was true for
"assertiveness." Two felt that "shifting gears" should be discussed
in
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greater detail, while three respondents felt that "mutually acceptable
problem solving" needed a more indepth treatment. Of all- the topics
presented, "mutually acceptable problem solving" received the most su-
perficial treatment. This was due to the lack of time imposed by the
one-day format of the workshop.
"Closed" question regarding the amount of material covered in the
workshop . Table 32 presents the results of participants' responses re-
garding the amount of material covered in the workshop.
TABLE 32
PARTICIPANTS' RESPONSES CONCERNING THE
AMOUNT OF MATERIAL COVERED IN THE WORKSHOP
Question :
Number
of Responses
Percent
of Responses
2. The amount of material covered in
the workshop was:
a. too much h 33.0
b. not enough 3 25.0
c. about right 5 42.0
Total 12 100.0
The data in Table 32 indicate that four of the respondents felt
that the material covered was "too much." As one of these respondents
commented, "...for the short period of time we had. However, I was def-
initely able to grasp it despite time limitations." Three of the respon-
dents felt that the material covered was "not enough." The largest num-
ber of respondents, five, felt that the amount of material covered
was
"about right."
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"Closed" question regarding participants' reaction to the state-
ment, "The workshop helped me to understand some of the factors related
to managing conflict ." Table 33 presents the results of participants'
responses regarding the statement, "The workshop helped me to under-
stand some of the factors related to managing conflict."
TABLE 33
PARTICIPANTS' REACTION TO THE STATEMENT, "THE WORKSHOP
HELPED ME TO UNDERSTAND SOME OF THE FACTORS
RELATED TO MANAGING CONFLICT."
Quest i on:
Number
of Responses
Percent
of Responses
4. The workshop helped me to understand
some of the factors related to man-
ag i ng conf 1 i ct
.
a. strongly agree 2 17.0
b. agree 9 75.0
c. undecided 1 8.0
d. disagree 0 0.0
e. strongly disagree 0 0.0
Total 12 100.0
The data in Table 33 indicate that, with the exception of one re-
spondent who was "undecided," all of the other respondents either
"strongly agreed" or "agreed" that the workshop helped them to under-
stand some of the factors related to managing conflict. This is
positive
and supports the results shown in the cognitive posttest.
"Closed" question regarding participants ' reaction to the
statement
^
I will likely be able to use some of the information
an d skills I learn^
in dealing with future conflicts." Table 34 presents
the results of
153
participants' responses regarding the statement, "I will likely be able
to use some of the information and skills I learned in dealing with fu-
ture conf 1 i cts
TABLE
PARTICIPANTS' REACTION TO THE STATEMENT, "I WILL LIKELY BE
ABLE TO USE SOME OF THE INFORMATION AND SKILLS I
LEARNED IN DEALING WITH FUTURE CONFLICTS."
Number Percent
Question: of Responses of Responses
5. I wi 1 1 likely be able to use some
of the information and skills I
learned in dealing with future
conf 1 i cts
.
a. strongly agree 2 17.0
b. agree 7 58.0
c. undecided 3 25.0
d. disagree 0 0.0
e. strongly disagree 0 0.0
Total 12 100.0
The data in Table 3 ^ indicate that nine of the twelve respondents
either "strongly agreed" or "agreed" with this statement. Three were
"undecided." One of the three who answered "undecided" added the com-
ment, "I might need more practice." None of the respondents had a
nega-
tive reaction to the statement.
"Closed" question regarding participants' reaction to the
statemet^_,
"I will likely recommend to a colleague that he/she attend
a future man^
aaement workshop." Table 35 presents the results of
participants' re-
"I will likely recommend to a colleaguesponses regarding the statement,
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that he/she attend a future conflict management workshop."
TABLE 35
PARTICIPANTS' REACTION TO THE STATEMENT, "I WILL LIKELY
RECOMMEND TO A COLLEAGUE THAT HE/SHE ATTEND A
FUTURE CONFLICT MANAGEMENT WORKSHOP."
Question:
Number
of Responses
Percent
of Responses
6. 1 will likely recommend to a col-
league that he/she attend a fu-
ture conflict management work-
shop.
a. strongly agree 5 42.0
b. agree 6 50.0
c. undecided 1 8.0
d. disagree 0 0.0
e. strongly disagree 0 0.0
Total 12 100.0
The data in Table 35 indicate that eleven of the twelve respondents
either "strongly agreed" or "agreed" with this statement. Only one of
the respondents was "undecided." This adds to the body of evidence
which suggests that the workshop was a positive experience for most of
the participants.
This particular question and the results parallel question five
on
Form A of the follow-up questionnaire.
"Closed" question regardinq participants' reaction to
the statemen_^
"As a result of attending the workshop, I feel confident
that I can de^
with rnnflict more effectively in the future." Table 36
presents the
the results of participants responses regarding
the statement, As a
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result of attending the workshop, I feel confident that I can deal with
conflict more effectively in the future."
TABLE 36
PARTICIPANTS' REACTION TO THE STATEMENT, "AS A RESULT OF
ATTENDING THE WORKSHOP, I FEEL CONFIDENT THAT I CAN DEAL
WITH CONFLICT MORE EFFECTIVELY IN THE FUTURE."
Question 1
Number
of Responses
Percent
of Responses
7. As a
shop,
deal
1 y in
a.
result of attending the work-
1 feel confident that 1 can
with conflict more effective-
the future.
strongly agree 2 17.0
b. agree 6 50.0
c. undecided 4 33.0
d. d i sagree 0 0.0
e. strongly disagree 0 0.0
Total 12 100.0
The data in Table 36 indicate that eight of the twelve respondents
either "strongly agreed" or "agreed" with the statement. Four were
"undecided." One of those who was undecided added the comment, "I def-
initely will have more insight. Will I act on that? I don't know.
The results of this question may reasonably be interpreted as positive
for the workshop.
"Open-ended" question eliciting reactions to the handouts
distribu-
ted during the workshop . Respondents were asked to
react to the hand-
outs distributed during the workshop. Their responses
are categorized
in Table 37.
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TABLE 37
PARTICIPANTS'
ELICITING
CATEGORIZED RESPONSES TO THE QUEST
THEIR REACTIONS TO THE HANDOUTS
ION
Categories:
Number
of Responses
Percent
of Responses
Quality, example:
Simple and clear 8 66.0
Quantity, example:
Too many 2 17.0
Usefulness, example:
Excellent for review 2 17.0
Total 12 100.0
Eight of the respondents indicated that they liked the quality of
the handouts. As one of them put it, "I appreciated the handouts being
simple and clear. I didn't have to spend a lot of time 'figuring out'
what I was supposed to do."
Two of the twelve respondents indicated that there were too many
handouts. As one of them commented, "I didn't feel that we had time to
go through them all carefully."
Two of the respondents remarked on the usefulness of the handouts.
One of these respondents commented, "Very useful ... 1 ' ve referred to them
several times already and have been able to use them to tell people about
the workshop."
"Open-ended" question eliciting specific ideas, concepts, or skills
gained from the workshop . Respondents were asked to state specific
ideas, concepts, or skills gained from the workshop. Their
responses
are categorized in Table 38-
157
TABLE 38
PARTICIPANTS' CATEGORIZED RESPONSES TO THE QUESTION ELICITING
SPECIFIC IDEAS, CONCEPTS, OR SKILLS GAINED FROM THE WORKSHOP
Categories:
Number
of Responses
Percent
of Responses
Assertion, example:
Approach someone without being a threat. 6 19.0
Positive attitude toward conflict,
example:
Conflict is a good thing when
properly managed.
A 13.0
Conflict handling style, example:
Identification of individual style. 8 25.5
Problem ownership, example:
Problem has to be identified as mine
or the other's. 7 22.5
Overcoming defensiveness and hostility,
example:
When emotions are high conflict can't
be solved.
3 10.0
Listening skills, example:
Do not assume what has not been spoken. 3
10.0
Total 31
*
100.0
Eight respondents mentioned more than one idea, concept, or
skill gained from the workshop. Two respondents did not answer
this question.
The data in Table 38 indicate that six respondents learned about
assertion from the workshop. Four learned that conflict can be negative
or positive depending on how it is handled. Eight felt they gained a
knowledge of their individual conflict management styles. Seven felt
they understood and appreciated the importance of the concept of problem
ownership. Three learned that rational problem solving cannot take
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place until defensiveness and hostility are dealt with first. Three
respondents also indicated that, as a result of the workshop, they
learned the importance of listening skills.
"Open-ended" question to determine the strengths of the conflict
management workshop
. Respondents were asked to give their opinions as
to the strengths of the conflict management workshop. Their responses
are categorized in Table 39.
TABLE 39
PARTICIPANTS' CATEGORIZED RESPONSES TO THE QUESTION ASKED TO
DETERMINE THE STRENGTHS OF THE CONFLICT MANAGEMENT WORKSHOP
Categor i es
:
Number
of Responses
Percent
of Responses
Presentation, example:
Excellent presentation; well
organized and clear.
6 26.0
Discussions, example:
Discussions were lively.
1 4.0
Instructors, example:
Instructors were knowledgeable.
4 17.0
Handouts, example:
Handouts were useful
.
4 17.0
Techniques, example:
Role-playing.
2 9.0
Content, example:
Skills learned.
2 9.0
Increased self-awareness, example:
More in touch with management style.
2 9.0
Group size, example:
Small group a big plus.
Tota 1
2 9.0
23 * 100.0
*Seven respondents mentioned more than one strength.
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Six saw the presentation itself as a major strength. They commen-
ted that the workshop was "well organized" and "clear." One respondent
felt that the "lively" discussions that occurred during the workshop
was a major strength. Four felt that the instructors were a major
strength. One of these four commented that, "The instructors were en-
thusiastic, personable, had excellent eye contact and explained things
clearly and precisely." Four suggested that the handouts were a major
strength of the workshop. Two felt that the techniques used in the
workshop, especially role playing, were a major strength. Two felt that
the content of the workshop was a major strength. Two of the respon-
dents felt increased self-awareness was a major strength of the work-
shop. Finally, two felt that the small size of the group was a major
strength of the workshop.
"Open-ended" question to determine the weaknesses of the conflict
management workshop . Respondents were asked to give their opinions as
to the weaknesses of the conflict management workshop. Their responses
are categorized in Table 40.
Seven respondents indicated that they felt that a major weakness
of the workshop was that too much was covered in too short a period of
time. Several of this number complained of the lack of time for prac-
ticing the skills taught. One commented that, "There was not enough
time to assimilate material, practice techniques, or use video feed-
back." Another suggested that the workshop should be more than one day,
"in order to allow more role-playing."
One respondent felt that the techniques used in the workshop, es-
pecially the role-playing, were its major weakness. He remarked that.
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"It is difficult to make the point you wish unless the individuals in-
volved [in role-playing] are really into the roles they assume."
Finally, one respondent suggested that a major weakness of the
workshop was its pace. As he put it, "Perhaps, [there was] a tendency
for the instructors to move along too fast."
TABLE 40
PARTICIPANTS' CATEGORIZED RESPONSES TO THE QUESTION ASKED TO
DETERMINE THE WEAKNESSES OF THE CONFLICT MANAGEMENT WORKSHOP
Categories:
Number
of Responses
Percent
of Responses
Too much covered, example:
Too much material condensed into
the time period.
7 70.0
Techniques, example:
Role-play i ng.
1 10.0
Lack of demonstration, example:
Appropriate way of dealing with conflict. 1 10.0
Pace, example:
Moved too fast.
1 10.0
Total 10* 100.0
Two respondents indicated that they could find no weaknesses
wi th the workshop.
Summary
This chapter presented the results of the cognitive pretest/post-
test for the conflict management workshop, and examined some variables
that might have affected the outcomes. It also presented
the results of
semantic differentials scales for the concepts "Conflict,"
"Assertive-
ness," "Listening," and "One-Day Conflict Management
Workshop." Finally,
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results of follow-up questionnaires sent to a random sampling of work-
shop participants were presented.
Chapter VI presents a review of the methodology used in this study
and a summary of the findings. Recommendations based on conclusions
reached, as a result of completing the study, are also suggested.
CHAPTER VI
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS
The major purposes of this study were to: (a) develop a four to
six hour conflict management workshop for state agency personnel that
would be suitable, l.e., effective and useful, for dealing with work-
related conflicts; (b) conduct this workshop for selected groups of
state agency personnel; (c) determine their attitudes toward the work-
shop through the use of semantic differential scales and a follow-up
questionnaire; and (d) determine what, if anything, they learned in the
workshop, through a cognitive pretest/posttest.
The findings of the study were presented and analyzed in the pre-
vious chapter. In this chapter, the methodology used in the study will
be reviewed and the findings summarized and presented. The conclusions
arrived at from these findings will follow. Then the recommendations
based on these findings and conclusions will be presented.
The Procedure
There were eighty-two subjects involved in the field testing of the
conflict management workshop. Seventy-four complete sets of data (92
percent) were collected and analyzed to determine the suitability of the
conflict management workshop for state agency personnel.
Three different assessment methods were used in the study. These
methods were 1) a pretest/posttest to determine the amount of cognitive
learning that took place during the workshop; 2) pre- and post-semantic
differential scales to compare participants' attitudes toward
three
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concepts both before and after experiencing the workshop (a semantic
differential scale was used to evaluate a fourth concept only after par-
ticipants experienced the workshop); and 3) follow-up questionnaires for
a random sampling of thirty-three participants, to elicit additional in-
formation related to participants' reactions toward and feeling about
the workshop.
The cognitive pretest/posttest . The cognitive pretest/posttest consis-
ted of ten multiple choice type questions related to information presen-
ted in the workshop. For each question, participants had to select the
"correct" answer from among five possible choices. Questions and possi-
ble answers were identical for both the pretest and the posttest. Par-
ticipants did not know this until they took the posttest.
Pre- and post-semantic differential scales . Semantic differential
scales were used to determine the reactions of participants to three
concepts: 1) "Conflict," 2) "Assertiveness," and 3) "Listening." Using
semantic differential scales, participants were asked to react to these
three concepts both before and after experiencing the workshop.
Mean scores were computed for each set of responses, for the fac-
tors of: 1) evaluation; 2) receptivity; 3) potency; and 4) activity. A
comparison of the mean difference for each of these factors was made be-
tween the responses given before and after experiencing the workshop.
A statistical analysis of variance was made to determine if the differ-
ences were significant.
A fourth concept, "One-Day Conflict Management Workshop," was
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tested, using a semantic differential scale, only after participants
had experienced the workshop.
For both the cognitive pretest/posttest and the semantic differen-
tial scales, several variables were also examined to determine their
possible effect on outcomes. With regard to the participants, these
were: 1) sex; 2) age; 3) highest level of education completed; 4) de-
partment affiliation; and 5) primary conflict handling mode, as deter-
mined by the Thomas-Ki Imann Conflict Mode Instrument .
Follow-up Questionnaires . On the follow-up questionnaire (Form A and
Form B) a random sampling of thirty-three participants was asked to re-
spond to a number of "closed" and "open-ended" questions related to
their experiences in the conflict management workshop. Questions were
designed to determine the attitudes of participants relating to the in-
terest, learning value, and content of the workshop. Some questions
were designed to elicit participants' suggestions for future workshop
development. Responses were tabulated and presented in the form of
numbers and percentages.
Summaries of the Findings
The following sections present summaries of the findings of this
study.
The cognitive pretest/posttest: results summarized . The degree of the
participants' cognitive learning was determined through the use of a
ten item multiple-choice pretest/posttest. The items were based on
information presented in the workshop.
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The data show that participants' cognitive learning about the in-
formation presented in the workshop increased dramatically. As a group,
participants more than doubled their knowledge by attending the work-
shop. Thirty-three participants scored 2 or less on the pretest. Only
seven scored 2 or less on the posttest. Forty-five percent of the par-
ticipants scored seven or above on the posttest compared with only four
percent on the pretest.
With regard to the variables tested, it appears that only "Depart-
ment Affiliation" had any bearing on the results of the cognitive pre-
test/posttest. Participants from the Department of Mental Health had a
mean difference in their pretest/posttest scores of 6.2. On a ten
point scale, this is a startling changel
None of the other variables appear to have affected the results of
the cognitive pretest/posttest in any statistically significant way.
Women, for example, did as well as men.
Highest level of education completed was not a significant factor
affecting the results of the cognitive pretest/posttest either. Inter-
estingly, however, high school graduates showed the greatest mean dif-
ference in their pretest/posttest scores (4.4).
Surprisingly, participants with an "Integrative" mode, as indica-
ted by the Thomas-Ki 1 mann Conflict Mode Instrument
,
did no better on
the cognitive pretest/posttest than participants with other conflict
handling modes. As a matter of fact, those with a "Dominating" mode
had a mean difference on their pretest/posttest scores almost twice as
great as those with the "Integrative" mode. Differences based on con-
flict handling mode, however, were not statistically significant.
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These results appear to indicate that: 1) participants' cognitive
learning, relative to conflict management, increased as a result of
attending the workshop; 2) participants from the Department of Mental
Health learned relatively more than those from the other state agencies;
and 3) variables such as sex, age, highest level of education completed,
and conflict handling mode, as indicated by the Thomas-Ki Imann Conflict
Mode Instrument
,
had no statistically significant effect on the differ-
ence between the scores on the cognitive pretest/posttest.
The semantic differential scales for the concepts "Conflict," "Asser-
tiveness," "Listening," and "One-Day Conflict Management Workshop":
results summarized . Participants' change in attitude toward the conno-
tative meanings of the concepts "Conflict," "Assertiveness," "Listen-
ing," and "One-Day Conflict Management Workshop" was determined through
the use of semantic differential scales.
The data indicate that, with regard to the concept "Conflict,"
participants' attitudes became significantly more positive, for the
factors of evaluation, receptivity, and potency, as a result of attend-
ing the workshop. Though positive, the change in the activity factor
for the concept "Conflict," was not statistically significant.
For the concept "Assertiveness," the positive change between the
pre- and the post-semantic differential scales is statistically just
barely significant for the evaluation factor. For the factors of re-
ceptivity, poetency
,
and activity, mean differences between the pre-
and post-semantic differentials are not significant.
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For the concept of "Listening," the mean differences between the
pre- and post-semantic differentials were not significant for the fac-
tors of evaluation, receptivity, potency, and activity. Interestingly,
participants' attitudes actually became less positive toward the concept
Listening, for the evaluation factor. Their heightened awareness
about the difficulty of being a truly "active" listener may account for
this result.
The fourth concept, "One-Day Conflict Management Workshop," was
tested with a post only semantic differential scale. For the four fac-
tors evaluation, receptivity, potency, and activity, results were very
positive. On a scale of 0.0 to 6.0, with 3.0 being the neutral score,
the mean for the evaluation factor was 4.8. The mean for the receptiv-
ity factor was 4.7. For the potency factor, it was 4.3, and for the
activity factor, 4.7.
This positive attitude toward the fourth concept, "One-Day Conflict
Management V/orkshop," was tested to determine if there were significant
differences among the participants' attitudes with regard to the vari-
ables of sex, age, level of education completed, department affiliation,
or conflict handling mode, as determined by the Thomas-Ki 1 mann Conflict
Mode Instrument .
There was no statistically significant difference in the attitudes
of men and women toward the concept "One-Day Conflict Management Work-
shop" for the factors of evaluation, receptivity, potency, and activity.
Age was not a significant variable either, although, for the po-
tency factor, the trend is definitely toward significance.
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For the variables highest level of education completed and depart-
ment affiliation, differences did not approach statistical significance.
For the final variable tested, conflict handling mode, as indicated
Thomas- Kilmann Conflict Mode Instrument
, differences between In-
dividuals with different modes were not significant with regard to eval-
uation, receptivity, potency, and activity. It should be noted, how-
ever, that the trend toward significance was strong for the activity
factor.
These results indicate that: 1) the attitude of participants to-
ward the concept "Conflict" became more positive, as a result of attend-
ing the conflict management workshop; 2) the attitude of participants
toward the concept "Assertiveness" did not change significantly, as a re-
sult of attending the conflict management workshop; 3) the attitude of
participants toward the concept "Listening" did not change significant-
ly, and may have even become slightly more negative, as a result of
attending the workshop; A) participants in general reacted positively
to the concept "One-Day Concept Management Workshop;" and 5) partici-
pants enjoyed the workshop, regardless of their sex, level of education,
department affiliation, or conflict handling mode.
The follow-up questionnaires: results summarized . A random sampling of
twenty-five participants completed follow-up questionnaires with both
"closed" and "open-ended" questions regarding their reactions to the
conflict management workshop.
Asked which of the topics presented they considered most valuable,
the largest number, 31 percent, of respondents indicated "responding
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skills." Asked which topic they found least valuable, 31 percent said
"assertiveness," and the same percentage said "mutually acceptable
problem solving." These respondents explained that there was very lit-
tle new in the treatment of "assertiveness" in the workshop. Time con-
straints imposed by the one-day format of the workshop allowed the
instructors only to touch on the subject of "mutually acceptable problem
solving," so its treatment was admittedly superficial.
Asked if the workshop stimulated them to encourage their co-workers
to attend a similar conflict management workshop, 61.5 percent replied
that they would. Sixty-five percent indicated that they had discussed
the information and techniques presented in the workshop with colleagues.
Asked if they had tried using any of the skills learned in their work
settings, 69 percent replied that they had. More than half the respon-
dents (5^ percent) indicated that they felt the workshop should be ex-
panded to two days, while none felt that a half-day would be sufficient.
On the issue of how much they would be willing to pay to attend a
similar one-day conflict management workshop, 61.5 percent replied
"Less than $50." To the question asked regarding the time in the work-
shop allotted to practice, only 31 percent felt it was sufficient.
Asked which of the topics they would like to see expanded in future
workshops, an equal number (25 percent) indicated "personal conflict
style" or "mutually acceptable problem solving."
Concerning the amount of material covered in the workshop, 33 per-
cent responded that it was "too much," 25 percent said that it was "not
enough," while 42 percent indicated that it was "about right."
170
Asked to respond to the statement, "The workshop helped me to
understand some of the factors related to managing conflict," 92 per-
cent said that they either "strongly agreed" or "agreed." Seventy-five
percent either "strongly agreed" or "agreed" with the statement, "I will
likely be able to use some of the information and skills I learned in
dealing with future conflicts." Ninety-two percent either "strongly
agreed" or "agreed" with the statement, "I will likely recommend to a
colleague that he/she attend a future conflict management workshop."
Asked to respond to the statement, "As a result of attending the
workshop, I feel confident that I can deal with conflict more effective-
ly in the future," 67 percent of the respondents answered in the affir-
mative. Significantly, however, a third of the respondents indicated
that they were "undecided."
Regarding the handouts distributed in the workshop, 83 percent of
the respondents remarked positively about their quality and usefulness,
while 17 percent felt that there were too many.
Asked to indicate what specific ideas, concepts, or skills they
gained from the workshop, the largest number of respondents (25.5 per-
cent) replied "conflict handling style." For these respondents the in-
sight that they gained about how they deal with conflict was the most
important thing they got out of the workshop.
Regarding the greatest strength of the workshop, the largest num-
ber of respondents, 26 percent, saw the presentation itself, i.e., the
organization of the workshop and the clarity with which the concepts
were presented, as the workshop's greatest strength.
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Finally, asked to indicate what they saw as the workshop's great-
est weakness, 70 percent of the respondents replied that the instruc-
tors tried to condense too much material into a one-day workshop. This
is in line with feedback from participants that 1) the amount of materi-
al presented was too much; 2) there was not enough time to practice new
skills; and 3) the workshop should be expanded from one day to two days.
Conclusions
From an analysis and summary of the findings, a general conclusion
may be drawn. That is, the conflict management workshop is a suitable,
i.e., effective and useful, means of helping state agency personnel to
deal with work-related conflict. This conclusion is in keeping with the
major factor that has influenced this study from the outset: the need
to develop a workshop that would, in a relatively short time (four to
six hours), train state agency personnel to deal more effectively with
interpersonal conflict in their work settings.
Some other conclusions were reached in summarizing the findings:
1) significant increases in cognitive learning can be attained in a
one-day conflict management workshop; 2) significant cognitive learning
during the conflict management workshop is apparently not limited by
sex, age, highest level of education completed, or personal conflict
handling mode; 3) participants' attitude toward the concept "Conflict"
can become significantly more positive, as a result of attending the
workshop; 4) the workshop does not appear to have much of an effect on
participants' attitudes toward the concepts "Assertiveness" and "Listen
ing; 5) generally, participants were pleased with the workshop;
6) most
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participants would recommend the workshop to a colleague; 7) most par-
ticipants felt that they could use their skills learned in the workshop
to deal more effectively with work-related interpersonal conflict;
8) most felt that the workshop should be expanded to two days to allow
more time to practice skills; and 9) state agency personnel are not
generally willing to pay money to attend workshops.
Recommendat i ons
The recommendations, based upon the findings and conclusions of
the study, are presented in two sections, namely: 1) those that are
pertinent to the further development of the conflict management work-
shop; and 2) those that are pertinent to further research on the con-
flict management workshop.
Recommendations for further development of the conflict management
workshop
.
1. The conflict management workshop should be further developed,
using the same basic approach as that used in the present
workshop. The following criteria should be the basis for
further development:
a. The quality of instruction should remain very high
to sustain the interest of the participants.
b. Participants should have far greater input, especially
in regard to developing conflict situations for analy-
sis and practice during the workshop.
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c. Handouts should be better organized, perhaps with
supplemental readings included, to be more useful to
participants both during and after the workshop
experience.
d. More experiential ("hands-on") training techniques
should be developed to lessen the reliance on lecture.
e. A bibliography and other supportive materials on
interpersonal conflict management should be developed
and made available to the workshop participants.
f. Follow-up sessions should be held periodically to
reinforce skills and share experiences.
2. Develop a two-day workshop which expands the present content
of the one-day workshop. This would result in the following:
a. A more indepth explication of the concepts pre-
sented in the workshop;
b. More time for discussion and questions pertaining
to the workshop content;
c. More time to practice the skills taught in the
workshop
;
d. The opportunity to add other topics to the workshop,
like rational thinking and stress management.
Recommendations for further studies relating to the conflict management
workshop.
Further studies should be done to see if the results of the
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present study can be replicated. The addition of a control group would
add weight to the findings of this study.
2. As In nxjst studies, the present study generated more questions
than It answered. Follow-up studies should be conducted to find answers
to questions, such as the following:
a. To what degree do the following variables affect the par-
ticipants' attitude toward the conflict management work-
shop: 1) the content In the workshop; 2) the particular
Instructors; 3) the duration of the workshop; 4) the
amount of time spent on each topic; 5) the setting for
the workshop; 6) whether participants attend voluntarily
or are forced to attend; 7) the Impact of data collection
on the workshop.
b. What types of participants are most receptive to the
Ideas presented In the workshop? In addition to such
factors as sex, age, education completed, department
affiliation, and conflict handling mode, It would be
Interesting to know how different personality types
(as measured by personality inventories) respond to the
conflict management workshop. Other factors that could
be looked at in relation to the conflict management
workshop might include the following: 1) leadership
style; 2) socio-economic background; and 3) cultural/
ethnic background.
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c. If the participant actually had a choice of attending
the conflict management workshop, or acquiring the
information presented in some other way, e.g,, read-
ing, what priority would be given to attending the
workshop?
d. How many participants actually use the skills they
learned in the conflict management workshop? After
three months? Six months? One year?
e. What are the factors, both personal and organizational,
which promote or discourage the use of the skills
learned in the conflict management workshop?
f. How does experiencing the workshop affect the conflict
management behavior of participants in other than work
settings, e.g., family relationships?
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CONFLICT MANAGEMENT:
PRETEST/POSTTEST
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CONFLICT MANAGEMENT: PRETEST/POSTTEST
In the space provided on your answer sheet,
the best answer for each of the following:
place the letter of
1
.
When a person attempts to resolve a conflict by dominating the
other party, the conflict is actually
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
2
. When a person attempts to resolve a conflict by compromising or
giving in on some of his important needs, the conflict Is actual-
ly
.
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
3 . When a person attempts to resolve a conflict by completely sacri-
ficing her own needs, the conflict is actually
a. suppressed
b. smoothed over
c. postponed
d. submerged
e. confronted
Describe who, if anyone, has a problem in each of the following
situations, then place the letter of the best answer in the space pro-
vided on your answer sheet.
k. You are the chairperson of a committee set up to improve communi-
cations in your department. One of the committee members, Joan,
is always late to your weekly meetings, causing a delay in getting
started.
Who, if anyone, has a problem?
a. both of us
b. I have
c. she has
d. there is no problem
e. cannot be determined from information
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5* You are a department supervisor
. One of your subordinates is
talking to you in your office. He states:
"I just can't find the time to do everything you expect
me to do. There aren't enough hours in the day. Too
many demands. I feel swamped. It's driving me nuts'."
Who, if anyone, has a problem?
a. both of us
b. I have
c. he has
d. there is no problem
e. cannot be determined from information
8. You are a department supervisor . A new job description requires
one of your subordinates to perform additional duties. You no-
tice, however, that he is totally neglecting these additional
duties.
Who, if anyone, has a problem?
a. both of us
b. I have
c. he has
d. there is no problem
e. cannot be determined from information
Decide what would be the most effective thing for you to say in
each of the following situations, then place the letter of the best
answer in the space provided on your answer sheet.
7. A colleague has been late with information you need to complete a
report. When you mention it to her, she is obviously irritated.
The most effective thing for you to say to her is:
a. "We can talk about this later, when you're in a better
mood . '
'
b. "Sue, acting irritable is very immature and childish."
c. "What's bothering you, Sue? Is something the matter?"
d. "Sue, next time Just tell me when you're overloaded with
work."
e. "Sue, you're annoyed and feel pressured because I mentioned
this."
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8. Someone you have been friendly with at work has just lost hisjob. He is understandably upset and seeks your help.
The most effective thing for you to say to him is:
a. "You shouldn't feel down. You should look at this as an
opportuni ty ."
b. "You're worried because you're not sure you'll be able to
get another job right away."
c. "You just lost your job. But Joe, over in personnel, lost
his job and his wife in the same week."
d. "Why don't we look at the reasons that you lost your job so
that maybe you can avoid the same mistakes in the future."
e. "You lost this job because you lack confidence in yourself."
9. A subordinate repeatedly interrupts you and the other group mem-
bers at your staff meetings, seriously reducing the effectiveness
of the group. Before the next meeting, you ask him to step into
your office.
The most effective thing for you to say to him is:
a. "Why do you feel you have to talk so much in our staff
meet i ngs?"
b. "If you have a lot of ideas, you can always talk to me per-
sonally rather than taking up so much time at the meetings."
c. "I don't want to embarrass you in front of the others, but
I'm getting fed up with the way you try to dominate our
meetl ngs."
d. "When you interrupt so much at staff meetings, others don't
get a chance to fully express their ideas, and I worry that
information I need to make the right decisions might not
come out."
e. "Your ideas are excellent. I would appreciate it, however,
if you would please hold your comments until people have
finished speaking and not interrupt them."
10. All of the following lead to resolving a conflict in a way that is
acceptable to both of us except :
a. We each formulate our solutions
b. We evaluate each solution
c. We decide on a solution that will meet each of our needs
d. We develop a plan for implementation
e. We set a time to review how our solution is working
APPENDIX B
SEMANTIC DIFFERENTIAL SCALES
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CODE H:
___
(Last four digits of your
Social Security number)
For the following three concepts, place an X between the : : near
the word which most nearly represents your feeling about the concept.
The closer you place the X to the word, the more the word represents
your feel I ng.
CONCEPT I;
Good
Untimely
Useless
Promising
Boring
Attentive
Weak
Deep
Passive
Slow
CONCEPT I I
:
Good •_}
Untimely
Useless •_}
Promising
Boring
Attentive : : : :
"CONFLICT"
: Bad
: : : : : Timely
; Useful
; : : ; : Disappointing
: : : ; ; Interesting
: : : ; : Inattentive
: : : ; : Strong
; : : ; :
Shal low
: ; : : :
Active
; : :
Fast
"ASSERTIVENESS"
; : : : :
Bad
: : : : :
Timely
; : : : :
Useful
.
.
; ; ;
Disappointing
: ; ; ; ;
Interesting
; ; : : :
inattentive
: : ; :
:
Strong
Weak
191
Shal low
Act i ve
Fast
CONCEPT III: "LISTENING"
Good
’
—
*
Bad
Untimely * * Timely
Useless *
: : Useful
Promi s 1 ng
— —
—
*
’—
*
’
' Disappointing
Boring * ’ * * Interest! ng
Attent i ve : : :::::::: 1 nattent i ve
Weak
-
Strong
Deep *
—
* * *—
*
Shal low
Pass i ve :::::::: : : Act i ve
Slow
—
—
— — — — —
Fast
Do Concept IV:
OF THE WORKSHOP
"One-
th i s
Day Conflict Management Workshop" ONLY AT THE END
afternoon.
CONCEPT IV: "ONE-DAY CONFLICT MANAGEMENT WORKSHOP
Good * Bad
Untimely * * * * Timely
Useless * * Useful
Promi s i ng * * — * * —
*
*
Disappointing
Bor i ng • * 1 nterest
i ng
Attent i ve 1 nattent i ve
Pass i ve
Slow
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Weak
Deep
Pass i ve
Strong
Shal low
Act 1 ve
Slow Fast
APPENDIX C
FOLLOW-UP QUESTIONNAIRES
FORM A AND FORM B
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CODE
_
(Last four digits of your
Social Security number)
CONFLICT MANAGEMENT WORKSHOP; COMPREHENSIVE EVALUATION
FORM A
The purpose of this questionnaire is to provide insights into the
value you place upon the management of conflict workshops and the dif-
ferent types of information and techniques presented. The information
you provide will help shape the content and approach of future work-
shops .
1.
Listed below are topics which were presented in the workshop.
Circle the letter of the topic that you found most valuable.
a. personal conflict style
b. problem ownership
c. responding skills
d. assertiveness
e. "shifting gears"
f. mutually acceptable problem solving
2.
In the above list of topics, you have marked the one that you felt
was of most value to you in dealing with conflict. Please state
below the reason(s) why you felt this topic had the most value for
you.
3.
Circle the letter of the topic that you found least valuable.
a. personal conflict style
b. problem ownership
c. responding skills
d. assertiveness
e. "shifting gears"
f. mutually acceptable problem solving
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A. In the above list of topics, you have marked the one that you felt
had the least value for you in dealing with conflict. Please state
below the reason(s) why you felt this topic had the least value for
you.
5. Did the workshop stimulate you to encourage your co-workers to
attend a similar conflict management workshop in the future?
a. Yes b. No
6. Did the workshop stimulate you to discuss the information and tech-
niques presented with your co-workers?
a. Yes b. No
7. Since taking the workshops, have you tried using any of the infor-
mation and techniques you learned in dealing with co-workers, sub-
ordinates, or clients?
a. Yes b. No
8. To insure maximum effectiveness, should the management of conflict
workshop be kept to a one-day workshop, expanded to two days, or
reduced to half-day?
a. one-day c. half-day
b. two-days
9. How much would you be willing to pay to attend a one-day workshop
similar to the management of conflict workshop you participated in?
a. $250 d. $50
b. $200 e. Less than $50
c. $100
10.
Was the time allotted in the workshop for practicing skills
sufficient?
a. Yes b . No
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CODE if:
_
(Last four digits of your
Social Security number)
CONFLICT MANAGEMENT WORKSHOP: COMPREHENSIVE EVALUATION
FORM B
The purpose of this questionnaire is to provide insights into the
value you place upon the conflict management workshop and the different
types of information and techniques presented. The information you
provide will help shape the content and approach of future workshops.
1. Which of the topics presented in the workshop should be expanded
and discussed in greater detail in future workshops?
2 .
a. personal conflict style
b. problem ownership
c. responding skills
d. assertiveness
e. "shifting gears"
f. mutually acceptable problem solving
The amount of material covered in the workshop was:
a . too much
b. not enough
c. about right
3. Please give your reaction to the handouts distributed during the
workshop (quantity, quality, usefulness, etc.)
CIRCLE THE LETTER OF THE RESPONSE THAT MOST ACCURATELY REFLECTS
YOUR
REACTION TO EACH OF THE FOLLOWING STATEMENTS:
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1*. The workshop helped me to understand some of the factors related
to managing conflict.
a. strongly agree d. disagree
b. agree e. strongly disagree
c. undecided
1 will likely be able to
learned in dealing with
use some of the information and skills 1
future conf 1 1 cts
.
a. strongly agree d. disagree
b. agree e. strongly disagree
c. undecided
1 will likely recommend to a
conflict management workshop,
colleague that he/she attend a future
a. strongly agree d. disagree
b. agree e. strongly disagree
c. undecided
As a
deal
result of attending
wi th conf 1 i ct more
the workshop, 1 feel confident that 1 can
effectively in the future.
a. strongly agree d. disagree
b. agree e. strongly disagree
c. undecided
8. Please list three specific ideas, concepts, or skills you have
gained from this workshop. Focus on those ideas, concepts, or
skills that you had not encountered before participating in this
workshop.
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9. In your opinion, what are the major strengths of the conflict
management workshop?
10. In your opinion, what are the major weaknesses of the conflict
management workshop?
APPENDIX D
LETTERS TO PARTICIPANTS
RECEIVING FOLLOW-UP QUESTIONNAIRES
,jERS/
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W863‘
UNIVERSITY OF MASSACHUSETTS
AMHERST • BOSTON • WORCESTER
INSTITUTE FOR GOVERNMENTAL SERVICES
MIDDLESEX HOUSE
AMHERST, MASSACHUSETTS 01003
(413) 545-0001, 0002, 0003
Dear Conflict Management Workshop Participant:
By now it's several days since you have taken the workshop.
Perhaps you have tried some of the skills you learned, with vary-
ing results.
We're interested in improvements in both the content and format
of the workshop to maximize its usefulness for future participants.
In order to do this, we need some additional information from you.
Won't you take a few minutes to complete the enclosed evaluation
form? It will tell us what we need to know to make the conflict
management workshop the best possible.
Data from this evaluation will be included in a study, alonq
with information gathered during the workshop itself. It is vital,
therefore, that you put your code number (the last digits of your
Social Security number) in the upper right-hand corner of the evalu-
ation form.
When you have completed the evaluation form, please return it
to me at the Institute. An addressed, stamped envelope is enclosed
for your convenience.
Thanks very much for participating in the workshop and in the
follow-up study. If I can be of any additional assistance to you,
please don't hesitate to call on me.
Yours truly.
Sandro Ingari
Research Associate
,j6RS/
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UNIVERSITY OF MASSACHUSETTS
AMHERST • BOSTON • WORCESTER
INSTITUTE FOR GOVERNMENTAL SERVICES
MIDDLESEX HOUSE
AMHERST, MASSACHUSETTS 01003
(413) 545-0001,0002,0003
December 4, 1981
Dear Workshop Participant:
It has been some time now since you completed the Management of
Conflict Workshop. I hope that some of the information you learned
about dealing with conflict has proved useful.
Because conflict is such a critical issue in these times, I am
very concerned about making the workshop the best possible. This
means that the content has to be on target and presented in a way
that maximizes its usefulness for participants. To insure that
this is the case, I need feedback from you.
Several weeks ago you were mailed a follow-up questionnaire.
If you returned it to me, I sincerely thank you. I can tell you
that your comments have already had an impact on the workshop pre-
sentation. If you haven't yet had an opportunity to complete and
return the questionnaire, won't you please do it now? For your
convenience. I'm enclosing another copy of the questionnaire and
a return envelope.
If you have already returned a follow-up questionnaire, please
discard the enclosed materials, and thanks again.
Yours truly.
Sandro Ingari
Research Associate
Sl/bll
Enel
.
APPENDIX E
THE THOMAS/KILMANN CONFLICT
MODE INSTRUMENT
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INSTRUCTIONS
Consider situations In which you find your wishes differing from those
of another person. How do you usually respond to such situations?
On the following pages are several pairs of statements describing
possible behavioral responses. For each pair, circle the "A" or
"B" statement which Is most characteristic of your own behavior.
In many cases, neither the "A" nor the "B" statement may be very typi-
cal of your behavior, but please select the response which you would
be more likely to use.
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1. A.
B.
2. A.
B.
3. A.
B.
4. A.
B.
5. A.
B.
6. A.
B.
7. A.
B.
8. A.
B.
9. A.
B.
LMANN CONFLICT MODE INSTRUMENT
There are times when I let others take responsibility for
solving the problem.
Rather than negotiate the things on which we disagree, I try
to stress those things upon which we both agree.
I try to find a compromise solution.
I attempt to deal with all of his and my concerns.
I am usually firm in pursuing my goals.
I might try to soothe the other's feelings and preserve
our relationship.
I try to find a compromise solution.
I sometimes sacrifice my own wishes for the wishes of the
other person.
I consistently seek the other's help in working out a solution.
I try to do what is necessary to avoid useless tensions.
I try to avoid creating unpleasantness for myself.
I try to win my position.
I try to postpone the issue until 1 have had some time to
think It over.
I give up some points in exchange for others.
I am usually firm in pursuing my goals.
I attempt to get all concerns and issues immediately out in
the open.
I feel that differences are not always worth worrying about.
I make some effort to get my way.
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10. A. 1 am firm in pursuing my goals.
B. 1 try to find a compromise solution.
11. A. 1 attempt to get all concerns and issues immediately out
the open.
i n
B. 1 might try to soothe the other's feelings and preserve
relationshi p.
our
12. A. 1 sometimes avoid taking positions which would create
controversy.
B. 1 will let him have some of his positions if he lets me
some of mine.
have
13 . A. 1 propose a middle ground.
B. 1 press to get my points made.
14
. A. 1 tell him my ideas and ask him for his.
B. 1 try to show him the logic and benefits of my position,
15 . A. 1 might try to soothe the other's feelings and preserve
relationship.
our
B. 1 try to do what is necessary to avoid tensions.
16
.
A. 1 try not to hurt the other's feelings.
B. 1 try to convince the other person of the merits of my
pos i t ion.
17 . A. 1 am usually firm in pursuing my goals.
B. 1 try to do what is necessary to avoid useless tensions .
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18. A. If it makes the other person happy, 1 might let him maintain
his V i ews
.
B. 1 will let him have some of his positions if he lets me have
some of mine.
19. A. 1 attempt to get all concerns and issues immediately out in
the open.
B. 1 try to postpone the issues until 1 have had some time to
think it over.
20. A. 1 attempt to immediately work through our differences.
B. 1 try to find a fair combination of gains and losses for both
of us.
21 . A. In approaching negotiations, 1 try to be considerate of the
other person's wishes.
B. 1 always lean toward a direct discussion of the problem.
22. A. 1 try to find a position that is intermediate between his and
mine.
B. 1 assert my wi shes
.
23. A. 1 am very often concerned with satisfying all our wishes.
B. There are times when 1 let others take responsibility for
solving the problem.
24. A. If the other person's position seems very important to him,
1 would try to meet his wishes.
B. 1 try to get him to settle for a compromise.
25. A. 1 try to show him the logic and benefits of my position.
B. In approaching negotiations, 1 try to be considerate of the
other person's wishes.
207
THOMAS- K I LMANN CONFLICT MODE INSTRUMENT
26. A. I propose a middle ground.
B. 1 am nearly always concerned with satisfying all our wishes.
27. A. 1 sometimes avoid taking positions that would create
controversy
.
B. If It makes the other person happy, I might let him maintain
his V 1 ews
.
28. A. 1 am usually firm In pursuing my goals.
B. 1 usually seek the other's help In working out a solution.
29. A. I propose a middle ground.
B. I feel that differences are not always worth worrying about.
A. I try not to hurt the other's feelings.
B. 1 always share the problem with the other person so that we
can work 1 t out
.
30.


